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Organizational citizenship behavior has been studied as an important antecedent 
of organization effectiveness. This dissertation extends the multi-focal perspective on the 
social exchanges of employees in organizations to include customers, and provides an 
overall test of the linkage of perceived support to citizenship behavior within each of 
four social exchange relationships—the relationships of employees with their employing 
organizations, supervisors, co-workers, and customers. Within these social exchange 
relationships, organization-based self-esteem is incorporated as a key mediating variable, 
and reciprocation wariness is identified as a moderator. While past research has given 
limited attention to the role of customers, a constituency outside of an employee’s 
primary network of social relations, as a source of social support, the empirical findings 
reported here highlight their strategic relevance. Theoretical and practical implications of 
these findings are discussed. 
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1  Introduction 
1 INTRODUCTION 
Employees are often in situations that call for contributions beyond their formal 
task requirements, and organizations stand to benefit when employees make these 
contributions. Customers will be satisfied (even delighted) when employees go the 
extra mile for service; supervisors and coworkers benefit when focal employees 
contribute beyond the call of duty in their work; and organizations prosper. Although 
these discretionary behaviors may not be included in the formal job description, 
researchers have noted their significance in influencing managerial evaluations and 
decisions (MacKenzie, Podsakoff, & Fetter, 1993; Podsakoff, MacKenzie, & Hui, 
1993), and allowing organizations to function more effectively (Organ, 1988; 
Podsakoff, Ahearne, & MacKenzie, 1997; Podsakoff & MacKenzie, 1994). 
Given its clear organizational relevance, research on ‘extra mile’ contributions 
in various forms—as organizational citizenship behavior (OCB) (e.g., Bateman & 
Organ, 1983; Organ, 1988), extra-role behavior (e.g., Van Dyne, Cummings, & 
McLean Parks, 1995), prosocial organizational behavior (POB) (Brief & Motowidlo, 
1986; George, 1991), organizational spontaneity (George & Brief, 1992; George & 
Jones, 1997), and contextual performance (Borman & Motowidlo, 1993; Borman & 
Motowidlo, 1997; Borman, White, & Dorsey, 1995)—has become increasingly 
prominent in the organizational behavior literature over the last two decades. 
Scholarly work has been focused on various issues, including measurement issues and 
motivational bases. 
While there may be nuanced differences between the unique ‘above and 
beyond’ constructs that have been introduced into the management literature, the 
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extent of overlap is substantial. The focus of this dissertation is on the predominant 
form of this behavior, Organizational citizenship behavior (OCB), which is formally 
defined as individual behavior that is discretionary, not directly or explicitly 
recognized by the formal reward system, and that in the aggregate promotes the 
effective functioning of the organization (Organ, Podsakoff, & MacKenzie, 2006, p4). 
1.1 SOCIAL EXCHANGE, PERCEIVED SUPPORT AND 
ORGANIZATIONAL CITIZENSHIP BEHAVIOR 
The concepts of social exchange (Blau, 1964) and the norm of reciprocity 
(Gouldner, 1960) have long been used by organizational researchers to explain the 
motivational basis behind employee behaviors and the formation of positive employee 
attitudes. As one of the universal “principal components” of moral codes (Gouldner, 
1960), the norm of reciprocity prescribes that “people should help those who have 
helped them” (Gouldner, 1960:10) and that “people should not injure those who have 
helped them” (Gouldner, 1960:10). While employees may have little control over the 
formal aspects of their work (production lines may not be easily accelerated), they 
often can contribute in discretionary ways in response to positive treatments. And 
while employees may not want to reduce objective job performance as a response to 
unsupportive or unfair treatment, they can balance the exchange relationship by 
withholding OCB. Proceeding from the social exchange perspective on OCB, a 
variety of indicators of positive treatment from organizations have been introduced, 
including justice (Moorman, Blakely, & Niehoff, 1998; Tansky, 1993), exchange 
quality (Settoon, Bennett, & Liden, 1996; Sparrowe & Liden, 2005; Wayne, Shore, & 
Liden, 1997), and support (Moorman et al., 1998; Settoon et al., 1996; Wayne et al., 
1997). 
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While early models of OCB were formulated in terms of a simple 
employee-organization relationship, researchers generally agree that employees are 
more discriminating, thinking “in terms of relationships with associates, immediate 
superior, the immediate work unit, and various other dimensions of their membership 
and attachment” (Organ, 1990. p.66). In discussing the relationship of treatment 
fairness and OCB, Organ observes that “employees form various social exchanges 
and may discriminate more fairness in some of these relationships from less fairness 
in others. The implication of such distinctions is that a particular locus of perceived 
unfairness will affect OCB in some context rather than necessarily in a gross or 
generalized fashion” (Organ, 1990. p.66). 
The recent trend within the organizational justice, social exchange and OCB 
literatures has been to acknowledge the multi-focal nature of these constructs (Lavelle, 
Rupp, & Brockner, 2007). In the late 1990s, justice researchers began arguing that it 
may be beneficial to consider the sources of justice since several distinct foci of 
justice are possible (Rupp & Cropanzano, 2002). Coming to perceived support, 
researchers have examined support perceptions pertaining to supervisors, coworkers, 
and organizations as a whole. Finally, OCB researchers have been interested in 
citizenship behavior directed towards distinct targets for a long time (Williams & 
Anderson, 1991), and have found it useful separate OCB directed towards 
organizations from OCB directed towards supervisor and OCB directed towards 
coworkers (Rupp et al., 2002; Settoon & Mossholder, 2002). 
However, when considering the effect of perceived support on OCB, few 
studies have incorporated more than two foci or targets. This dissertation provides a 
robust examination of the support to citizenship behavior relationship within four 
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distinct exchanges—with the organization, supervisor, coworkers and customers. This 
dissertation examines the distinctiveness of those relationships, and explores the 
effect of perceived support on citizenship behavior inside each exchange. 
1.2 THE WAY TO UNDERSTAND SOCIAL EXCHANGE 
Relative to the substantial body of research documenting the relationship 
between POS and OCB (e.g., Moorman et al., 1998; Settoon et al., 1996), “less 
attention has been given to the mechanisms presumed to underlie the positive 
relationship between POS and work-related outcomes” (Armeli, Eisenberger, Fasolo, 
& Lynch, 1998. p.289). Moreover, the basic concepts underlying social exchange 
theory have not been fully identified, and few studies directly examine the “black 
box” of the exchange process (Cropanzano & Mitchell, 2005). 
Identifying the psychological constructs that mediate between perception 
(perceived support) and behavior (OCB) could help us better understand the social 
exchange dynamics that links support and OCB (Rhoades & Eisenberger, 2002). To 
date, only a few studies have examined potential mediators. Eisenberger, Armeli, 
Rexwinkel, Lynch, and Rhoades (2001) found that felt obligation and positive mood 
mediate relationship between POS and organizational spontaneity. In another study 
conducted in China, Chen, Aryee and Lee’s (2005) found that trust in organization 
(TIO) and organization-based self-esteem (OBSE) partially mediated the positive 
relationship between POS and OCB. While various psychological concepts could 
potentially serve as mediators, the esteem-enhancing potential of organizational 
support has been discussed at length in the organizational support literature (Armeli, 
Eisenberger, Fasolo & Lynch, 1998; Eisenberger, Huntington, Hutchison, & Sowa, 
1986; Rhoades, Eisenberger & Armeli, 2001), and is closely examined in this 
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dissertation. Importantly, while the principal focus of attention in the organizational 
support literature has been on the esteem-enhancing potential or organizational 
support in particular, I consider the potential for support from multiple sources to 
enhance the self-esteem of employees. 
From the standpoint of multiple social exchange relationships, it is important to 
bear in mind the alignment between sources of support and citizenship behavior 
targets that social exchange theory suggests. Within social exchange theory, the term 
“exchange relationship” refers to an association between two interacting partners 
(whether individuals or institutions) (Cropanzano et al., 2005). For employees, their 
social exchange relationships with their supervisors (e.g.,Wayne et al., 1997), 
organizations (e.g., Chen et al., 2005; Moorman et al., 1998) and coworkers (e.g., 
Flynn, 2003) (e.g., Flynn, 2003) are each considered somewhat separate and distinct. 
In line with the norm of reciprocity, employees can be predicted to maintain balance 
between the support they receive from each of these social exchange partners and the 
help they provide in exchange (Masterson, Lewis, Goldman, & Taylor, 2000). This is 
precisely the prediction of Lavelle’s target similarly model (Lavelle et al. (2007). 
Although perceived support is mostly regarded as positive and linked to positive 
individual or organizational outcomes, the consequences of perceived support may 
vary. Research on social exchange shows that employees treated similarly by an 
organization may have different beliefs about their OCB obligations because 
individual differences may differentially sensitize them to certain aspects of the 
treatment they receive (Kamdar, McAllister, & Turban, 2006). For research on the 
dynamics of social exchange relationships, it would seem that acceptance of and 
adherence to the norms of social exchange (e.g., exchange ideology, norm or 
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reciprocity acceptance, reciprocation wariness) would be particularly crucial. 
Consistent with this understanding, researchers have found that individual exchange 
ideology moderates the relationships between organizational support scores and 
ratings of OCBs (Witt, 1991). In the present study, reciprocation wariness is 
examined as a representative social exchange-related individual difference that 
moderates the relationships of perceived support and citizenship behavior. 
1.3 CUSTOMERS AND THE SERVICE ECONOMY 
Across the globe, the economic center of gravity is shifting from manufacturing 
goods to the creation and sale of services. One important characteristic of service 
organizations that distinguishes them from manufacturing organizations is that, as a 
part of service delivery, customers perform co-production behaviors in order to 
complete the service delivery (Bowen & Waldman, 1999; Lengnick-Hall, 1996). 
Actually, the service delivery process consists of the cooperation of service providers, 
organization, coworkers, supervisor and customers. The frequent interactions between 
service providers with other parties embedded in service delivery process form an 
interaction network of service. 
Findings in the marketing area reinforce the position that the quality of 
interpersonal contact is a critical factor in the quality of service encounters (Adelman, 
Ahuvia, & Goodwin, 1994; Solomon, Surprenant, Czepiel, & Gutman, 1985). Despite 
the strategic significance of customers as an organizational constituency, and the fact 
that the quality of employee-customer relationships is a key determinant of service 
delivery effectiveness, we know little about the dynamics of social exchange between 
employees and customers. Interestingly enough, while Chester Barnard (1938) 
included customers as essentially part of organization, customers have been studied 
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less than supervisors, coworkers or the organization. As active participants in the 
organization, customers form exchange relationship with employees too. However, 
relative to the relationships with other constituencies, the relationship between 
employees and customers as a form of generalized reciprocity (Gouldner, 1960), has 
not been given much attention in organization behavior field. A multi-focal 
perspective on support and OCB must incorporate the customer. 
Moreover, although the beneficiary is “outside” the organization, OCB directed 
towards customers is valuable and contributes a lot to organizational effectiveness. 
When I examine the effect of support on OCB in service context, customers will be an 
indispensable party to complete the whole picture of service provider’s exchange 
relationships. 
1.4 RESEARCH QUESTIONS 
The objective of this dissertation is to understand the effect of perceived support 
on OCB from a multi-focal perspective in the service context. I examine the effects of 
perceived support from four sources—perceived organizational support (POS), 
perceived supervisory support (PSS), perceived coworkers support (PWS) and 
perceived customers support (PCS)—on citizenship towards four targets—OCB 
directed towards organizations (OCBO), OCB directed towards supervisor (OCBS), 
OCB directed towards coworkers (OCBW) and OCB directed towards customers 
(OCBC). 
The issues addressed in this dissertation are succinctly encapsulated in three 
questions, as follows: 
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1. Does support matter? What role does perceived support from multiple 
sources in workplace play in predicting a service provider’s OCB 
directed towards multiple targets, respectively? 
2. How does support matter? What are the mechanisms by which perceived 
support from multiple sources in workplace influence OCB directed 
towards multiple targets? 
3. Under what conditions does support matter? What is the effect of 
individual difference on the relationship between perceived support and 
OCB? 
To answer these questions, I first examined the extent to which service 
provider’s OCB is influenced by perceived support in workplace. Secondly, I 
examined how perceived support affects OCB, with a particular focus on the role of 
organization based self-esteem as a mediator. Thirdly, I examined the moderating 
effect of reciprocation wariness on the linkage between organization-based self 
esteem on OCB. 
By adopting a multi-focal perspective, this study extends our understanding of 
the antecedents, as well as our understanding of how to classify OCB. By considering 
customers as a support source as well as an OCB target, this dissertation brings into 
focus the importance of exchange relationships beyond employee’s primary networks. 
This dissertation also enriches our understanding of support from different sources, 
which will help organizations to increase the prevalence of OCB and thus increase 
their effectiveness. 
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1.5 DISSERTATION OVERVIEW 
Subsequent chapters in this dissertation proceeds as follows: Chapter 2 provides 
a review of past research surrounding all constructs examined in this study, based on 
which the research model for this study will be presented and the hypotheses to be 
tested will be outlined. Chapter 3 outlines the methodology and data collection of the 
study. Chapter 4 presents results of the study. Chapter 5 discusses the results and the 
conclusions, limitations and implications of the study. 
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2 LITERATURE REVIEW AND HYPOTHESES 
DEVELOPMENT 
2.1 CHAPTER INTRODUCTION 
This chapter presents an overview of the research streams under investigation in 
this dissertation. The areas of OCB, perceived support, and social exchange are discussed 
in service context. Briefly, it is proposed that perceived support in workplace influences 
employees’ OCB through Organization based self-esteem. Based on this, this chapter will 
present the research model (Figure 1) that integrates these constructs. Descriptions of the 
constructs in the research model will be provided and research hypotheses will be 
specified. 
-------------------------------------------- 
Insert Figure 1 about here 
-------------------------------------------- 
 
2.2 ORGANIZATIONAL CITIZENSHIP BEHAVIOR 
2.2.1 Targets of Organizational Citizenship Behavior 
Research on OCB now spans several decades. While there has been much debate 
and controversy over the dimensionality of OCB, considerable consensus has emerged on 
the fact that OCB can be targeted towards specific constituencies. Smith, Organ, and 
Near (1983) introduced two dimensions of OCB—altruism, which was targeted towards 
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specific people, and conscientiousness, which was targeted towards the organization. Not 
long after, Williams and Anderson (1991) made this distinction among OCB constructs 
explicit, referring to these constructs as OCB directed towards individuals (OCBI) and 
OCB directed towards organizations (OCBO). Similarly, Coleman and Borman (2000) 
suggested three categories of behavior that vary with respect to the behaviors’ beneficiary. 
This typology can be broadened further with consideration of the customer as a target of 
OCB. 
Research suggests that OCB of contact employees plays a significant role in 
determining customer satisfaction with service encounters (Bitner, Booms, & Tetreault, 
1990). Morrison (1996) developed a model that links human resource practices and 
service-oriented citizenship behavior to service quality. Vaughan and Renn (1999) argued 
that customer service citizenship behavior (CSBC) performed by frontline employees is a 
unique form of OCB that is conceptually distinct from other forms of OCB. Their 
proposed framework linked CSBC and customer loyalty with perceptions of service 
quality (Vaughan et al., 1999). Findings reported by Hui et al. (2001) have confirmed a 
link between service-oriented OCB and service quality (Bettencourt & Brown, 1997). 
The importance of distinguishing OCB by behavior target becomes apparent when 
we appreciate the diversity of exchange relationships that exist—between the employee 
and the organization, between the employee and the supervisor, between the employee 
and coworkers, and between the employee and customers. Individuals can have better 
exchange quality in some of these relationships than in others. For example, employees 
who do not have positive feelings toward the organization may be unlikely to perform 
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OCBO. However, these same individuals may have positive relationship with their 
coworkers and help them. 
In this dissertation, extending Williams and Anderson’s (1991) 2-dimension 
framework and Coleman and Borman’s (2000) 3-dimension framework, four distinct 
targets of the citizenship behavior will be considered. The three person-directed OCB 
recipients are supervisors (OCBS), coworkers (OCBW) and customers (OCBC). The 
final OCB target is the organization itself (OCBO). 
2.2.2  Antecedents of OCB 
Past empirical research has been focused on four major categories of antecedents of 
OCB (Podsakoff, MacKenzie, Paine, & Bachrach, 2000), including individual (or 
employee) attitudinal and dispositional factors (Bateman et al., 1983; Organ, 1988), task 
characteristics (Podsakoff, MacKenzie, & Bommer, 1996), organizational characteristics 
(Moorman et al., 1998), and leadership behaviors (Podsakoff et al., 1996; Podsakoff, 
MacKenzie, Moorman, & Fetter, 1990). However, while variables from these categories 
may provide good explanation for citizenship behaviors in general, they have limited 
value in explaining OCB directed toward different targets (Korsgaard, Meglino, & Lester, 
1997). A relational or social network perspective assumes that an individual’s behavior is 
not driven solely by his/her personal disposition or attitudes. Instead, the interpersonal 
relationship affects the attitudes and behaviors of individual (Scott, 2000). 
The premise guiding this research is that people are likely to match the level of 
their helpfulness to others with the level of support they receive within specific social 
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exchange relationships. As Anderson and Williams (1996) suggested, individually 
focused OCB processes can be understood “by using a dyadic (relationship) framework” 
(p. 293). Rhoades and Eisenberger’s (2002) meta-analytic findings indicate that POS is a 
better predictor of organizationally directed than of individually-directed citizenship 
behavior. Rhoades and Eisenberger (2002) and Lavelle et al. (2005) also highlight the 
importance of aligning the foci of both independent and dependent variables. Lavelle et al. 
(2007) suggested that multifoci social exchange predicts multifoci citizenship behavior. 
Shifting the focus from characteristics variables to the variables determining relationship, 
this dissertation tries to explore the effect of supportive relationships on OCB. 
2.2.3  Social Exchange Theory and OCB 
Relationships among people can be distinguished based on social and economic 
exchange, in the manner described by Blau (1964). Economic exchange has a contractual 
character; the respective parties agree in terms of specific conditions, over an articulated 
domain of behavior and for a precise time-span. The respective obligations are finite and 
do not depend on trust. The very nature of economic exchange tends to limit itself to 
commodities that have objective or impersonal value independently of the identity of the 
parties to the exchange. Social exchange, by contrast, involves diffuse, unspecific 
obligations in terms of the nature, value, and timing of the benefits render and received 
by the parties. For example, expressions of positive regard in the form of support create a 
feeling of indebtedness and a corresponding obligation to reciprocate. Similarly, 
receiving or giving social support, under the norm of reciprocity, helps to build a 
supportive relationship among people. Because of its volitional nature, citizenship 
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behavior provides a means of fulfilling this obligation and reinforcing a general belief in 
the intrinsic value of the exchange relationship. 
The two main ways social exchange has been conceptualized in the management 
literature are as a global exchange relationship between employees and the organization 
and as a more focused, dyadic relationship between subordinates and their supervisors. At 
the global level, Eisenberger, Huntington, Hutchison, and Sowa (1986) suggested that 
employees form a global belief concerning the extent to which the organization values 
their contributions and cares about their well-being, which is labeled perceived 
organizational support (POS). Exchanges between the employee and his/her supervisor 
are referred to as leader-member exchange (LMX) (Graen & Scandura, 1987). 
Perceived organizational support has long been conceptualized in social exchange 
terms (Eisenberger, Fasolo, & Davis-LaMastro, 1990; Eisenberger et al., 1986). The 
effect of POS often is explained in reciprocal terms—an employee who sees the 
employer as supportive is likely to return the favor. High levels of POS are thought to 
create obligations within individuals to repay the organization. When POS is high, 
workers are (undersome conditions) more likely to engage in OCB (Lynch, Eisenberger, 
& Armeli, 1999), higher job performance (Eisenberger et al., 2001) and reduced 
absenteeism (Eisenberger et al., 1986). In this way, researchers have often conceptualized 
POS as the “quality” of the social exchange that takes place between an employee and the 
employer as a whole. Furthermore, POS is associated with a trust that the organization 
will fulfill its exchange obligations (e.g., rewarding employees). 
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Social exchange has also been used to explain why subordinates become obligated 
to their supervisors to perform in ways beyond what is required of them in the formal 
employment contract. Research on leader-member exchange (LMX) has shown that an 
interpersonal relationship evolves between supervisors and subordinates against the 
background of a formal organization (Graen, 1975).There is variance among subordinates 
in the frequency with which they engage in activities that extend beyond the employment 
contract (Liden & Graen, 1980; Wayne et al., 1997). For example, Tansky (1993) found a 
positive relationship between the quality of supervisor/subordinate relationship and OCB, 
suggesting that when employees perceive a good relationship with their supervisors they 
feel they are getting benefits not specifically outlined in their economic exchange with 
the organization, and they are more willing to reciprocate with OCBs. 
2.2.4 Service Provider’s Exchange Relationships 
In the workplace, employees can form social exchange relationships not only with 
their supervisors (e.g.,Wayne et al., 1997), organizations (e.g., Chen et al., 2005; 
Moorman et al., 1998) and coworkers (e.g., Flynn, 2003), but also with customers. Indeed, 
the quality of the exchange relationship between service providers and customers is likely 
to have strategic significance because personal interaction between service providers and 
customers is at the heart of most services (Kelley, Donnelly, & Skinner, 1990; Surprenant 
& Michael, 1987; Zeithamil & Bitner, 2000). 
In contrast with the dyadic exchange relationships that employees have with their 
supervisors and coworkers, which are person-specific, relatively stable and lasting, the 
exchange relationships between service providers and customers are unstable and mostly 
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better characterized in terms of generalized exchange (Gouldner, 1960). Although in 
some service contexts, relationships between service providers and their customers are 
longer in duration than the relationship of service providers with their organizations or 
supervisors (e.g., stylists and their loyal customers), this is usually not the case. Most 
often, service providers do not interact with certain customers repeatedly, and they can 
only form generalized exchange relationships with customers. Both generalized exchange 
and dyadic exchange rest on a norm of reciprocity: takers are obliged to be givers 
(Gouldner, 1960). In direct dyadic exchange, employees as takers (from supervisor) are 
obliged to be givers (to supervisor). The norm of reciprocity could be applied to 
generalized exchange as well in which employees as takers (from the group of customer) 
are obliged to be givers (to the groups of customers). 
2.3  SOCIAL SUPPORT THEORY AND OCB 
The roots of current thinking about employee’s perceived support in the workplace 
can be traced back to early work on social support. Derived from health studies 
examining how social ties impact physical and mental-welling (Berkman & Syme, 1979; 
Gottlieb, 1981), the scope of social support research has been expanded to multiple 
disciplines over the last several decades. 
Social support can be defined in terms of support sources (Bhanthumnavin, 2001; 
Cohen & Wills, 1985). Within organizations, social support can come from various 
sources, including the organization, supervisors, coworkers and customers. While social 
support from the organization, supervisors, and coworkers leverages an employee’s 
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primary network of relationships, support from customers reflects the involvement of 
supporters outside that primary network (Adelman, Parks, & Albrecht, 1987). 
Three mechanisms have been identified to explain social support dynamics— 
uncertainty reduction, self-acceptance and social integration (Albrecht & Adelman, 1984; 
Hobfoll & Stokes, 1988). The focus of attention in this dissertation is on the mechanism 
of self-acceptance, by which researchers have stressed the value of social support for 
promoting self-esteem and conceptualized social support as a response to the need for 
self-acceptance, validation and self esteem (Brown, Andrews, Harris, Adler, & Bridge, 
1986; Caplan, 1976; Smoll, Smith, Barnett, & Everett, 1993). While mechanism has 
potential relevance, the self-acceptance aspect is most closely aligned with organizational 
scholarship on perceived organizational support dynamics (Armeli, Eisenberger, Fasolo 
& Lynch, 1998; Eisenberger, Huntington, Hutchison, & Sowa, 1986; Rhoades, 
Eisenberger & Armeli, 2001). 
2.4 MULTI-FOCAL PERCEIVED SUPPORT 
Following the definition of perceived organizational support (POS) (Eisenberger et 
al., 1986), perceived support can be defined as the global belief that employees form 
concerning the extent to which a support source values their contributions and cares 
about their well-being. Support sources include organization, supervisor, coworkers and 
customers. Although this definition emphasizes the “global” belief, it is not contradictory 
to the previous definition of social support. Perceived support is anchored in treatment 
that a person has received, and that treatment is central to and employee’s determination 
that he or she is cared for and valued. Beyond reflection on the past, the global beliefs 
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about support also reflect expectations of the extent to which supportive behaviors, in 
terms of emotional, informational, and instrumental support will be provided in the future 
when needed (Barrera, 1986). In following section, perceived support from multi sources 
is discussed. 
2.4.1 Perceived Organizational Support 
Eisenberger and his colleagues developed the Perceived Organizational Support 
(POS) construct to further understand the relationship between employees and the 
organization. Individuals with high levels of POS believe that the organization values 
their wellbeing, appreciates their contributions, and will help them when problems arise 
in the future. In contrast, individuals with low levels of POS believe that the organization 
disregards their best interests, would take advantage of them, and would replace them if 
possible (Eisenberger et al., 1986). 
Early studies of POS investigated consequences of POS (Rhoades & Eisenberger, 
2002). High levels of POS were found to be positively related to employee job attendance 
(Eisenberger et al., 1990; Eisenberger et al., 1986) and innovation (Eisenberger et al., 
1990), and negatively related to employee turnover intentions (Wayne et al., 1997). POS 
has also been shown to have a positive relationship with both in-role and OCB 
performance (e.g., Armeli et al., 1998; Organ, 1997). POS is reciprocated in the form of 
favorable or unfavorable employee behaviors. Thus, high POS produces outcomes such 
as strong organizational commitment, positive job-related affect, high job involvement, 
frequent citizenship behaviors, strong loyalty, and infrequent withdrawal behaviors 
(Rhoades et al., 2002). 
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Based on social exchange theory (Blau, 1964) and previous research on POS and 
OCB, hypothesis 1 replicates the previous research on the relationship between POS and 
OCBO. 
H1: Perceived organizational support (POS) is positively related to 
organizational citizenship behavior directed towards organization (OCBO). 
2.4.2  Perceived Supervisory Support 
The supervisor is the most immediate and significant person in a subordinate’s 
work environment. Leader behaviors appear to strongly influence OCBs (Podsakoff et al., 
2000). Social exchange has been used to explain why subordinates become obligated to 
their supervisors to perform in ways beyond what is required of them in the formal 
employment contract. Research on leader-member exchange (LMX) has shown that there 
is variance among subordinates in the frequency with which they engage in activities that 
extend beyond the employment contract (Liden et al., 1980; Wayne & Ferris, 1990). As 
leader-member exchanges increase in quality, supervisors offer valued inducements such 
as influence and support (Graen et al., 1987). Such supervisor contributions create 
obligations to reciprocate. Research examining leader-member exchange has found 
citizenship behavior to be present in supportive interpersonal relationships (Wayne et al., 
1997). 
Supportive leadership behaviors (Schnake, Cochran, & Dumler, 1995) which refers 
to the leader’s expressions of concern for the personal well-being of his or her 
subordinates, are reported to influence OCB. For employees, supportive leadership 
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behavior may be helpful because it signals that the leader is concerned and looking out 
the employee’s welfare. By expending time and effort engaging in OCB that benefit the 
supervisor, such as working overtime with the supervisor on a task or helping coworkers 
with a task on which the supervisor is dependent, subordinates directly reciprocate 
supportive leadership behaviors benefits received and maintain a high-quality 
leader-member exchange (Wayne et al., 1990; Wayne et al., 1997). The positive 
relationship between supportive leadership behavior and OCB is supported by studies 
even after controlling for employee perceptions of pay equity, job equity job satisfaction 
and other attitudes variables (Podsakoff et al., 1996; Schnake et al., 1995). Based on this, 
I hypothesized the following: 
H2: Perceived supervisory support (PSS) is positively related to 
organizational citizenship behavior directed towards supervisor (OCBS). 
2.4.3 Perceived Coworkers Support 
Compared to relationships with organizations and supervisors, relationships with 
coworkers have received less attention from researchers (Settoon et al., 2002). As 
traditional hierarchical structures have given way to flatter and more flexible forms, 
besides the formal relationship between employee and his/her immediate supervisor as 
being critical to both employee and supervisor, informal relationships with coworkers 
have become even more important in gaining access to valuable information, resources, 
and opportunities (Sparrowe et al., 2005). Moreover, increased use of teams has made the 
formal relationships among coworkers more significant in influencing individual 
behavior and team performance (Wellins, Byham, & Wilson, 1991). Those formal and 
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informal relationships among coworkers provide both opportunities and constraints for 
the exchange of valued resources, such as strategic information or social support 
(Podolny & Baron, 1997). 
Relationships with coworkers differ from those with organizations or supervisors in 
several ways. Firstly, they are not strict dyadic arrangements, but rather consist of a 
network of multivariate dyadic relationships with different coworkers. Secondly, theses 
relationships can be, and often are, informal. Employees form global beliefs about the 
way coworkers in the network treat him/her. Different from exchange in dyadic 
relationship, generalized exchange occurs among three or more people who are members 
of the same social group (Flynn, 2005). Either dyadic exchange or generalized exchange, 
according to social exchange, employees who perceived support are likely to feel some 
obligation to reciprocate efforts towards the sources from which benefits were received 
(Flynn, 2005). Based on the generalized exchange between coworkers, the relationship 
between perceived coworkers support and organizational behavior directed towards 
coworkers is proposed as below: 
H3: Perceived coworker support (PWS) is positively related to 
organizational citizenship behavior directed towards coworker (OCBW). 
2.4.4 Perceived Customers Support 
The supportive relationship between service providers and their supervisors and 
coworkers, given frequent interaction, are easily recognized as social exchange. However, 
social exchange relationships that may exist between service providers and customers are 
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often ignored by researchers. One of the reasons might be that a lot interactions between 
service providers and customers are one-time events, and not repeated (Gutek, Bhappu, 
Liao-Troth, & Cherry, 1999). However, successive interactions with different customers 
can help employees form global beliefs concerning the extent to which customers value 
their contribution and care about their well being. For example, a service provider would 
perceive support when a customer showed thanks to them. Although the service provider 
might not interact with the customer again, the beliefs of being valued by customers can 
contribute to a generalized exchange relationship with his customers. A service 
provider’s generalized exchange with customers refers to the giving and receiving 
between a focal service provider and a whole group of customers. Recently, as the 
indispensable participant of service delivery, the role of customers has been noticed for 
customers’ effect on service provider’s attitudes and behaviors (e.g., Grandey, Dickter, & 
Sin, 2004; Rupp & Spencer, 2006; Tan, Foo, & Kwek, 2004). It is expected that these 
beliefs that are formed about the way customers treat them would be positively related to 
OCB directed towards customers. For example, receiving compliment letter from one 
customer might motivate service provider to service better in the way of engaging in 
OCBs that benefit customers. 
H4: Perceived customer support (PCS) is positively related to 
organizational citizenship behavior directed towards customer (OCBC). 
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2.5 ORGANIZATION BASED SELF-ESTEEM AS 
MEDIATOR 
Although social exchange theory provides an explanation of the positive 
relationship between perceived support and OCB on the specific exchange relationship, 
very few studies directly examine exchange processes—or the “black box” of social 
exchange (Liden, Sparrowe, & Wayne, 1997). The mechanisms that explain the 
relationship between perceived support and OCB are not clear enough. 
Eisenberger et al. (1986) suggested that employees form a general perception 
concerning the extent to which the organization values their contributions and cares about 
their well-being to meet needs for approval, affliction and esteem. That is, POS was 
assumed to serve as a socioemotional resource for employees. For example, George et al. 
(1993) found that support may have protect nurses from the detrimental effects of stress 
by bolstering their self-esteem. From the standpoint of the norm of reciprocity, the 
organization’s fulfillment of socioemotional needs should create an obligation to 
reciprocate with greater work effort. Besides organizational support, perceived support 
from other sources can also play the needs-fulfilling role to meet needs for approval, 
affiliation and esteem (Rhoades et al., 2002). Similarly, self-acceptance definitions of 
social support stress the value of significant relationship for promoting self-esteem and 
facilitating social comparison (Wills, 1987). For example, support from coworkers 
provides individuals with opportunities for feedback about themselves and for validation 
their expectations about others (Caplan, 1976). 
 23
2  Literature Review and Hypotheses Development 
Self-esteem is a personal evaluation reflecting what people think of themselves as 
individuals. Self-esteem has long been a core research interest in the broad domain of self, 
and the role of self-esteem has been investigated in a variety of organizational settings. 
Most of the work has been based on the hypothesis that the way individuals react to life 
experiences varies as a function of their level of self-esteem (Pierce, Gardner, Cummings, 
& Dunham, 1989). Korman (1976) suggested that an individual’s self-esteem, formed 
around work and organizational experiences, would play a significant role in determining 
employee motivation, work-related attitudes and behaviors. However, although several 
field and laboratory studies have shown a positive relationship between generalized 
self-esteem and work attitudes/behavior (Korman, 1970), the vast majority of studies 
have failed to identify a significant relationship between them (Tharenou, 1979). 
With the emphasis on self-esteem within work and organizational context, an 
organization based conceptualization of the self has been introduced (Pierce et al., 1989). 
The concept of organization-based self-esteem (OBSE) is defined as the degree to which 
an individual believes him/herself to be capable, significant, and worthy as an 
organizational member (Pierce et al., 1989). In this study, instead of the global 
self-esteem construct, the term of OBSE is adopted since we are concerned with the role 
of service providers as organization members and the relationship between the service 
provider and other parties in workplace. 
As self-esteem is promoted by social support, OBSE has been reported positively 
related to support in workplace by various studies. McAllister and Bigley (2002) 
observed a positive relationship between organizational care and OBSE, which is 
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consistent with Phillips and Hall’s (2001) finding on POS and OBSE. In addition, support 
from organization, supervisor and coworkers is observed to be positively related to OBSE 
in Korean samples (Lee, 2003). 
Support from an employee’s organization and supervisor can be expected to predict 
OBSE. Perceiving support from others, regardless of coworkers or customers, service 
provider will feel that they are being valued in the context of organization. The value a 
person has come to place on himself/herself in workplace is one of determinants of 
his/her behavior when interacting with others (Korman, 1970). In response to the 
perceived support from others, service providers are motivated to behave in ways that are 
consistent with their self- concept (Pierce et al., 1989). One way is to engage in OCB. 
OBSE have been observed significantly related to two kinds of OCBs, altruism and 
compliance (Tang & Gilbert, 1994). Van Dyne and Pierce (2004) reported significant 
relationships between OBSE and OCB rated by supervisor and peers. Based on this, I 
proposed as below: 
H5: Organization based self-esteem (OBSE) mediates the positive 
relationship between perceived organizational support (POS) and 
organizational citizenship directed towards organization (OCBO). 
H6: Organization based self-esteem (OBSE) mediates the positive 
relationship between perceived supervisor support (PSS) and organizational 
citizenship directed towards supervisor (OCBS). 
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H7: Organization based self-esteem (OBSE) mediates the positive 
relationship between perceived coworker support (PWS) and organizational 
citizenship directed towards coworker (OCBW). 
H8: Organization based self-esteem (OBSE) mediates the positive 
relationship between perceived customer support (PCS) and organizational 
citizenship directed towards customer (OCBC). 
2.6 RECIPROCATION WARINESS AS MODERATOR  
The norm of reciprocity is regarded as a universally accepted principle (Gouldner, 
1960). Although the fulfillment of socioemotional needs (OBSE) mostly creates an 
obligation to reciprocate in some manner, the consequences of exchange may vary from 
one employee to the next. Importantly, Cropanzano et al. (2005) has observed that even if 
reciprocity is a human universal, some people may not value reciprocity to the same 
degree as others. There is evidence supporting the existence of cultural and individual 
differences in the degree to which people and cultures apply reciprocity (Shore & 
Coyle-Shapiro, 2003; Witt, 1991). 
Researchers have begun to consider the possibility that individual differences in 
orientation towards social exchange moderate the effects of perceived support on 
outcomes. For instance, Eisenberger et al. (1986) suggested the effect of affective 
attachment on employee's increase in work effort would depend on individual exchange 
ideology favoring the trade of work effort for material and symbolic benefits influence. 
Researchers have also found that individual exchange ideology moderates the 
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relationship between organizational support and ratings of OCBs (Witt, 1991). Additional 
variables, including acceptance of the norm of reciprocity and reciprocation ideology, 
could also be considered as possible moderators to explain variances of the effect of 
perceived support on OCB (Eisenberger, Cotterell, & Marvel, 1987; Witt, Kacmar, & 
Andrews, 2001). 
Reciprocation wariness is another individual characteristic influencing exchange 
orientation. It is identified as individuals’ “general fear of exploitation in interpersonal 
relationships” (Eisenberger et al., 1987). This fear of exploitation may lead wary 
individuals to be less likely to reciprocate others or to be less responsive to others’ help. 
Research has also showes that employee in-role and extra-role behavior was predicted by 
the level of POS and reciprocation wariness (Lynch et al., 1999). One study of 
reciprocation wariness found that high-wary students were less likely to be involved in 
cooperative and social exchange behaviors with peers (Cotterell, Eisenberger, & Speicher, 
1992). Finally, researchers have found that the relationship between procedural justice 
and OCB definition is weaker for wary individuals (Kamdar et al., 2006). 
On one hand, fear of exploitation could be expressed by less involvement in 
“giving” or “reciprocating”. On the other hand, however, high-wary individuals also 
express general hesitance to “accept” help and “engage” in the exchange relationship 
(Eisenberger et al., 1987). High-wary individuals would not likely initiate social 
exchange interactions with others for fear of exploitation. But when high-wary 
individuals accept help, they would wish to compensate those donors so that they are not 
ensnared by those donors in unwanted obligations. Using prisoner’s dilemma bargaining 
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task, Eisenberger et al. (1987) found that high-wary subjects returned somewhat greater 
resources than did the low-wary subjects to partners who had given them little aid. 
As OBSE was proposed to mediate the relationship between perceived support and 
OCB, employees whose socioemotional needs (OBSE) are met are motivated to 
contribute to reciprocate and behave in ways consistent with their self-concept (Pierce et 
al., 1989). Because high-wary individuals express caution in exchange relationships 
(Eisenberger et al., 1987), when their socioemotional needs are met by perceived support 
from others, they would wish to compensate those donors so that they are not ensnared by 
unwanted obligations. Fearing exploitation, the relationship between OBSE and OCB is 
likely to be especially strong for high-wary individuals. OCB is least when OBSE is low 
and wariness is high. That is, high-wary individuals’ OCB depends more on their OBSE. 
Low-wary individuals may be less concerned with direct reciprocation in exchanges, so 
they will have more OCB in general. Because reciprocation wariness is focused more on 
expectations for exchange relationships than for self concept formation, I focus on the 
moderating role of wariness on the OBSE to OCB relationship. Based on this, I proposed 
hypotheses as below: 
H9: Reciprocation wariness moderates the positive relationship between 
organization-based self-esteem (OBSE) and organizational citizenship 
behavior directed towards organization (OCBO), such that the relationship 
is the strongest when reciprocation wariness is high. 
H10: Reciprocation wariness moderates the positive relationship between 
organization-based self-esteem (OBSE) and organizational citizenship 
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behavior directed towards supervisor (OCBS), such that the relationship is 
the strongest when reciprocation wariness is high. 
H11: Reciprocation wariness moderates the positive relationship between 
organization-based self-esteem (OBSE) and organizational citizenship 
behavior directed towards coworker (OCBW), such that the relationship is 
the strongest when reciprocation wariness is high 
H12: Reciprocation wariness moderates the positive relationship between 
organization-based self-esteem (OBSE) and organizational citizenship 
behavior directed towards customer (OCBC), such that the relationship is 
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3 RESEARCH METHODLOGY 
3.1 CHAPTER INTRODUCTION  
This chapter addresses major aspects of the research design in three stages. First, 
the sampling approach and descriptive information about the research design are 
discussed. Second, questionnaire construction, measures, and scale validation is 
reviewed. Third, the issue of common method variance and the strategies to deal with 
it is discussed. 
 
3.2 SUBJECTS AND DESIGN 
Participants in this study were full-time customer-contact service employees in 
Singapore. They provided their input by completing self-report questionnaires. 
Customer-contact employees are those employees interacting with customers directly 
and provide service to them. A formal letter of invitation was sent to hotels in 
Singapore requesting their participation in the study. Participation by employees was 
voluntary and respondents were given assurances of confidentiality. After getting 
approval from top management of two hotels (Hotel A and Hotel B), the researcher 
met with their training managers several times to schedule the data collection sessions. 
The survey was administered by the researcher in each of the hotels. Participants were 
grouped according to their shifts, and completed the survey in a conference room 
under the instruction of the researcher. The researcher briefly explained the purpose 
of the study to participants before they completed the survey. 
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3.2.1 Population and Samples 
Both hotels are 4-star business hotels under the same hotel chain. There were 
147 employees in Hotel A and 194 employees in Hotel B in total. Except for 
non-customer-contact employees and top executives, 191 customer-contact employees 
(96 from Hotel A and 95 from Hotel B) participated in the survey. 
Among the participants, 50.3% are from Hotel A. Of the 191 valid 
questionnaires, 45.3% of participants were male and 70.4% of participants filled the 
English questionnaire. Tenure in the hotel varied from .5 to 36 years (M=9.56, 
SD=10.32). 78.7% of participants were from three main departments (Food and 
Beverage 37.2%, front office 21.8%, and Housekeeping 19.7%). 56.4% of them were 
ground employees and 39.9% were supervisors. Most of them (73.2%) did not have a 
diploma or university degree. 
3.3 QUESTIONNAIRE DESIGN AND MEASURES 
3.3.1 Focus group discussion 
Prior to data collection, focus group discussion sessions were held in the two 
hotels where the study was conducted. Focus group meetings were essential for 
understanding the organizational context and appropriately revising scales to suite the 
research context. 
Focus group discussion questions (presented in Appendix A) were focused on 
perceived support from multiple sources and OCBs directed towards multiple targets. 
Two focus group discussions were summarized and reported in Appendix B. From the 
summary of these discussions, we see that exchange with customers is particularly 
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salient to employees. Some participants said “customers” came to mind in the first 
place when we talked about “perceived support” and “behavior beyond normal job 
duties”. 
3.3.2 Measures 
Every effort was made to identify published and validated measures for 
inclusion in this study. Care was also taken to tailor measure items to the unique 
cultural and organizational context, and for some measures this required additional 
items to be included. The measures used in the survey are described below. Items are 
reported as Table 1. For questions concerning support from distinct sources, as well as 
concerning OBSE and reciprocation wariness, a 7-point Likert-type response format 
was used, with responses ranging from 1 = “strongly disagree” to 7 = “strongly agree”. 
For citizenship behavior directed towards distinct targets, scale items ranged from 1 = 
“Never” to 7 = “Always”. 
3.3.2.1 Independent Variables 
Perceived Organizational Support was measured with the 8-item scale 
developed by Eisenberger, Cummings, Armeli, and Lynch (1997). The items in this 
8-item scale are a subset of a more comprehensive 36-item measure, and they have 
been found to load on a single main factor. Eisenberger et al. (1997) obtained a 
reliability of 0.90. Applying POS scale in Asian sample, I found that two 
reverse-scored items were not clear to respondents, and had a detrimental effect on the 
scale reliability. The two reverse-scored item were deleted from analysis (Schmitt & 
Stults, 1985). This measure was found to be reliable with the present sample 
(reliability=.86). 
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Perceived Supervisory Support was measured by a 10-item scale adapted from 
Eisenberger et al.’s POS scale (1997). Following guidelines provided by Eisenberger 
and colleagues, the eight organizational support items were adapted to capture 
supervisor support by replacing the word “organization” with “supervisor” 
(Eisenberger, Stinglhamber, Vandenberghe, Sucharski, & Rhoades, 2002; Rhoades, 
Eisenberger, & Armeli, 2001). Eisenberger et al. (2002) obtained reliability estimates 
of .81 and .90 in two samples. Two items from focus group discussion were added. 
Two reverse-scored item were deleted from analysis (Schmitt et al., 1985). This 
measure was found to be reliable with the present sample (reliability=.87). 
Perceived coworkers support was measured by a 12-item scale adapted from 
Eisenberger et al.’s POS scale (1997). As with perceived supervisory support, 
perceived coworker support items were adapted from the 8-item perceived 
organizational support measure by replacing the word “organization” with 
“coworkers” (Eisenberger et al., 2002; Rhoades et al., 2001). Four additional items 
that emerged from focus group discussion were added for pilot study. Two 
reverse-scored item were deleted from analysis (Schmitt et al., 1985). This measure 
was found to be reliable with the present sample (reliability=.92). 
Perceived customers support Two distinct measures of customer support were 
included in this study—an 8-item measure consisting of items adapted from 
Eisenberger’s POS measure (perceived customer support 1), and an additional 
11-item measure consisting of new items derived from focus group discussion 
(perceived customer support 2). The second measure, perceived customer support 2, 
was developed to capture the aspects of support behavior that are unique to support 
providers that are not formal members of the organization. These two measures were 
 33
3  Methodology 
found to be reliable with the present sample (reliability=.86 for PCS-1, .92 for 
PCS-2). 
Reciprocation wariness. Eisenberger’s 10-item Reciprocation Wariness Scale 
(Eisenberger, Speicher, Leeds, Lynch, & Banicky, 1998) was used to measure 
reciprocation wariness.. This measure has been adapted for use in several studies and 
found to have construct validity (Eisenberger et al., 1987; Kamdar et al., 2006; Lynch 
et al., 1999). Sample items include “It generally pays to let others do more for you 
than you do for them” “I feel used when people ask favors of me” and “People who 
act nicely toward others are often just trying to get something.” One reverse-scored 
item were deleted from analysis (Schmitt et al., 1985). This measure was found to be 
reliable with the present sample (reliability=.89). 
3.3.2.2 Dependent Variables 
Organization based self-esteem was measured with the 10-item scale developed 
by Pierce, Gardner, Cummings, and Dunham (1989). The scale has been employed in 
many countries and various studies reveal internal consistency reliability range 
from .82 to .95 (e.g., Hsu & Kuo, 2003; Jex & Elacqua, 1999; Pierce & Gardner, 
2004). This measure was found to be reliable with the present sample 
(reliability=.93). 
Citizenship behavior directed towards organization was measured by a 7-item 
scale developed by Williams and Anderson (1991). Williams and Anderson (1991) 
obtained a reliability of .78. Later studies reported the reliability from .69 to .84 (e.g., 
Allen, 2006; Becker & O'Hair, 2007; Choi, 2008) for the scale. Three reverse-scored 
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item were deleted from analysis (Schmitt et al., 1985). This measure was found to be 
reliable with the present sample (reliability=.81). 
Citizenship behavior directed towards supervisor was measured with a 7-item 
scale modified from OCBI (Williams et al., 1991) in the manner of replacing the word 
“others” with the term “supervisor”. Item 5 was deleted because the context could not 
be generalized to all subjects. This measure was found to be reliable with the present 
sample (reliability=.90). 
Citizenship behavior directed towards coworker was measured with a 14-item 
scale developed by Settoon and Mossholder (2002). Settoon and Mossholder obtained 
the reliability above .95 (Settoon et al., 2002). This measure was found to be reliable 
with the present sample (reliability=.95). 
Citizenship behavior directed towards customer was measured with a 6-item 
scale, 5 items of which were developed by Bettencourt and Brown (1997). 1 item 
from focus group was added. This measure was found to be reliable with the present 
sample (reliability=.90). 
3.3.2.3 Demographics and Control Variables 
Demographic information, including gender, age, tenure, language, and 
department was collected at the end of the questionnaire. 
3.3.2.4 Questionnaire translation 
Since data were collected in Singapore, questionnaires in both English and 
Chinese were used in the study. To translate scale items from English into Chinese, 
the researcher followed the independent back-translation method recommended by 
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Brislin (1980). The items were first translated from English to Chinese by one PhD 
student who was a native English speaker and later translated back to English by 
another PhD student who was a native Chinese speaker. A third bilingual student 
reviewed the back translation to ensure that the meaning of the items was the same in 
the two languages. Chinese questionnaires are attached as Appendix D. 
3.4 HANDLING COMMON METHOD VARIANCE (CMV) 
Lindell and Whitney (2001) noted that many theories used in applied 
psychology are based on the premise that behavior is a function of individuals’ 
attitudes and beliefs or perceptions of the situations in which they find themselves. 
However, for practical reasons, tests of theories are often conducted with 
cross-sectional rather than longitudinal designs. Within such designs, however, the 
possibility exists that observed correlations between variables are inflated by common 
method variance (Podsakoff & Organ, 1986; Spector, 2006). 
To address common method bias, Podsakoff, MacKenzie, Lee and Podsakoff 
(2003) recommended, firstly, that researchers should follow good measurement 
practice by implementing all of the procedural remedies related to questionnaire and 
item design. Secondly, they recommended that researchers implement additional 
procedural and statistical remedies to control for the method biases that are likely to 
be present in their specific research situation. These recommendations were followed 
closely in this study. 
Firstly, the questionnaire methodologically separated the measures by having 
respondents complete the measurements of the predictor variables and criterion 
variables under different conditions. The questionnaire was designed to separate the 
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measures by using different scale endpoints and formats for the measurement of 
perceived support and the measurement of OCB. This reduces method bias caused by 
commonalities in scale endpoints and anchoring effects. Secondly, respondents were 
assured that their answers would be anonymous, and that there was no right or wrong 
answer so that they should answer questions as honestly as possible. 
Beyond survey design controls, data was carefully screened for evidence of 
method variance. For instance, a good fitting model for a single-factor confirmatory 
analysis would suggest the presence of common method variance. in this study, as 
reported below, the single factor model provided a very un-satisfactory fit of the data. 
Finally, it is instructive to bear in mind that common method variance can make 
it more difficult, rather than less difficult, to find support for research hypotheses, and 
this was the case in the present study because research hypotheses implied differential 
effects. As an example of a differential hypothesis, I theorized that perceived 
customer support (PCS) (not all four types of perceived support) would be associated 
with customer-directed citizenship behavior directed towards the organization (OCBC) 
(not all types of OCBs). Now, if method variance were inflating correlations, then it 
would do so for all predictors (all types of OCB, and not just OCBC), and it would be 
difficult to separate out the effects of one form of support from the others. As another 
example of a differential hypothesis, I theorized that reciprocation wariness would 
moderate the relationship of OBSE with OCB towards different targets. In reality, 
however, the effect of common method variance would be to inflate the association 
between reciprocation wariness and OBSE, and thus make it much more difficult to 
detect interaction effects. Interestingly enough, if common method variance was 
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indeed present in the data, then its actual effect was to make conclusions based on the 
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4 RESULTS 
This chapter reported findings of data analysis. First, sample characteristics are 
presented. Second, confirmatory factor analysis results that establish convergent and 
discriminant validity of the measures are presented. Based on the result of 
confirmatory factor analysis, results of reliability and correlation analysis are 
introduced. The last part presents the results of hypothesis tests. 
4.1 CONFIRMATORY FACTOR ANALYSIS 
I used confirmatory factor analysis to evaluate the discriminant and convergent 
validity of all multi-item measurements. Six plausible nested alternative models were 
evaluated: (1) 1-factor model with all items loading on 1 construct; (2) 3-factor model 
with all support and OCB combined, reciprocation wariness, OBSE; (3) 6-factor 
model with combining foci for each perceived support and OCB construct, 
reciprocation wariness, OBSE; (4) 7-factor model with combining all perceived 
support, OCB towards 4 targets, reciprocation wariness, OBSE; (5) 8-factor model 
with support from 5 sources, combining OCB, reciprocation wariness, OBSE (6) 
11-factor model with one factor for each construct. 
In order to reduce the number of parameters and the sample size to estimator 
ratio (Anderson & Gerbing, 1988), I created composite indicators for each latent 
variable. Three indicators were created for each latent variable with the exception of 
OCB towards organization (4 items as composites), OCB towards customers (5 
composites), perceived supervisor support (4 composites) organization; and perceived 
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coworker support (5 composites). The results of the confirmatory factor analysis are 
presented in Table 2. 
-------------------------------------------- 
Insert Table 2 about here 
-------------------------------------------- 
The 11-factor model fit the observed covariance matrix best: χ2 (683, df=1153, 
N=191), comparative fit index (CFI) = 0.92, Tucker-Lewis index (TLI) = 0.90, root 
mean square error of approximation (RMSEA) = 0.06. Compared with each of the 5 
other nested models, as shown in Table 2, the 11-factor model provides a significantly 
better fit to the data. The confirmatory factor analysis results provide support for the 
discriminant validity of the measures used in this study. The single-factor model, a 
potential indicator that common method variance might be present, clearly did not fit 
of the data well (χ2=3955, df=742; CFI=.42; RMSEA=.15). Taken together, the 
findings show strong evidence of discriminant validity. These findings also clearly 
show that common method variance alone cannot explain the pattern of relationships 
among study variables. 
4.2 CORRELATION AND RELIABILITY ANALYSES 
Table 3 presents descriptive statistics, correlations and reliability estimates for 
the study variables. Two kinds of reliability are reported in the diagonal: reliability of 
the multi-item scale used in regression analysis, and reliability of the latent constructs 
composed of computed composites. In all cases, reliability estimates exceed .75, 
which shows high reliability of measurement. 
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-------------------------------------------- 
Insert Table 3 about here 
-------------------------------------------- 
 
4.3 TEST OF HYPOTHESES 
Hypothesis tests were conducted with OLS hierarchical regression analysis, 
using SPSS 17. Hypotheses testing consisted of three parts—-main effects 
(Hypotheses 1 to 4), mediation (Hypotheses 5 to 8) and moderation (Hypotheses 9 to 
12). Main-effect and mediation hypotheses were tested with hierarchical regression. 
Moderation hypotheses were tested with inclusion of interaction terms. 
4.3.1 Main Effect 
To test main-effect hypotheses, I entered control variables (language, hotel, sex 
and tenure) in Step 1, followed by the hypothesized predictor in Step 2. As a final test 
of the robustness of main-effect hypotheses tests, perceived support from sources 
other than the one hypothesized was entered in step 3. The regression results are 
reported in Table 4. 
-------------------------------------------- 
Insert Table 4 about here 
-------------------------------------------- 
Hypothesis 1 stated that perceived organizational support (POS) would be 
positively related to OCB directed towards organization (OCBO). As shown in Table 
4, perceived organizational support (POS) was positively related to OCB directed 
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towards the organization (OCBO) (β=0.28, p<0.001) when perceived support from 
other sources were not included in the model. Perceived organizational support (POS) 
was not with a significant predictor of OCB directed towards the organization (OCBO) 
after controlling for perceived support from other sources, and regression analysis 
results revealed that variance in OCBO was better explained by perceived coworker 
support (PWS) and perceived customer support _2 (PCS_2). Perceived customer 
support and coworker support accounted for an additional 19% of the variance in 
OCBO (p<0.001). However, Hypothesis 1 was not supported. 
Hypothesis 2 stated that perceived supervisory support (PSS) would be 
positively related to OCB directed towards supervisor (OCBS). The regression 
analysis results pertaining to this hypothesis are presented in Table 5. The findings 
show that perceived supervisory support (PSS) was positively associated with OCB 
directed towards supervisor (OCBS) in both direct test (β=0.37, p<0.001) and robust 
test (β=0.29, p<0.01). Regression analysis results also show that OCB directed 
towards supervisor (OCBS) was predicted by customer support (PCS_2) (β=0.40, 
p<0.001). Inclusion of perceived customer support (PCS_2) and supervisory support 
(PSS) accounted for an additional 23% of the variance in OCBS (p<0.001). Thus, 
hypothesis 2 was supported. 
-------------------------------------------- 
Insert Table 5 about here 
-------------------------------------------- 
Hypothesis 3 stated that perceived organizational support (PWS) would be 
positively related to OCB directed towards coworkers (OCBW). The regression 
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analysis results pertaining to this hypothesis are presented in Table 6. As shown in the 
findings, perceived coworker support (PWS) was positively associated with OCB 
directed towards coworkers (OCBW) in both the direct test (β=0.51, p<0.001) and 
the robust test (β=0.41, p<0.001). Table 6 also shows that OCB directed towards 
coworkers (OCBW) was predicted by customer support (PCS_2) (β=0.41, p<0.001). 
The addition of perceived coworker support (PWS) and perceived customer support 
(PCS_2) accounted for an additional 31% of the variance in OCBW (p<0.001). Thus, 
Hypothesis 3 was supported. 
-------------------------------------------- 
Insert Table 6 about here 
-------------------------------------------- 
Hypothesis 4 stated that perceived customer support (PCS) would be positively 
related to OCB directed towards customers (OCBC). Results pertaining to this 
hypothesis are presented are reported in Table 7. The findings reveal that perceived 
customer support (PCS) was positively associated with OCB directed towards 
customers (OCBC) in both the direct test (β=0.46, p<0.001) and the robust test (β
=0.43, p<0.001). Interestingly enough, perceived customer support (PCS_2) 
accounted for an additional 15% of the variance in OCBC (p<0.001). Thus, 
hypothesis 4 was supported. 
-------------------------------------------- 
Insert Table 7 about here 
-------------------------------------------- 
In summary, three of four main effects (H2, H3 and H4) were supported. 
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4.3.2 Mediation Analysis 
As suggested by Baron and Kenny (1986), to test for mediating effect, we 
estimate three regression equations: first, regress the mediator on the independent 
variable; second, regressing the dependent variable on the independent variable; and 
third, regressing the dependent variable on both the independent variable and on the 
mediator. To establish mediation, the independent variable must be associated with 
the mediator in the first equation; the independent variable must be associated with 
the dependent variable in the second equation; and the mediator must be associated 
with the dependent variable in the third equation. Provided all of these conditions are 
met, full mediation is established when the independent variable is not significant in 
the third equation. Partial mediation is established when the effect of the independent 
variable on the dependent variable is reduced in the third equation than in the second 
(Baron et al., 1986). This standard was applied in four mediation tests. 
Hypothesis 5 stated that organization based self-esteem (OBSE) would mediate 
the relationship between perceived organizational support (POS) and OCB directed 
towards the organization (OCBO). Results pertaining to this hypothesis are 
summarized as Table 8. The findings showed that POS was a significant predictor of 
OBSE (β=0.27, p<0.01) in model 1 and OBSE was a significant predictor of OCBO 
(β=0.43, p<0.001) in model 3. However, POS was not a significant predictor of 
OCBO in Model 2 (β=0.09, p=ns), thus revealing that there was no relationship to be 
mediated. H5 was not supported. 
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-------------------------------------------- 
Insert Table 8 about here 
-------------------------------------------- 
Hypothesis 6 stated that organization based self-esteem (OBSE) would mediate 
the relationship between perceived supervisory support (PSS) and OCB directed 
towards supervisor (OCBS). Results pertaining to this hypothesis are summarized as 
Table 9. As shown, perceived supervisory support (PSS) was not a significant 
predictor of OBSE (β=-0.02, not significant). H6 was not supported. 
-------------------------------------------- 
Insert Table 9 about here 
-------------------------------------------- 
Hypothesis 7 stated that organization based self-esteem (OBSE) would mediate 
the relationship between perceived coworker support (PWS) and OCB directed 
towards coworker (OCBW). Results pertaining to this hypothesis are summarized as 
Table 10. As show in the table, perceived coworker support (PWS) was a significant 
predictor of OBSE (β=0.22, p<0.01); perceived coworker support (PWS) was a 
significant predictor of OCB directed towards coworkers (OCBW) (β =0.41, 
p<0.001); and OBSE was a significant predictor of OCB directed towards coworkers 
(OCBW) (β=0.46, p<0.001). Moreover, the effect of perceived coworker support 
(PWS) on OCB directed towards coworkers (OCBW) was lower in model 3 (β=0.31, 
p<0.001) than in model 2 (β=0.41, p<0.001), indicating partial mediation. Thus, 
hypothesis 7 was supported. 
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-------------------------------------------- 
Insert Table 10 about here 
-------------------------------------------- 
Hypothesis 8 stated that organization based self-esteem (OBSE) would mediate 
the relationship between perceived customer support (PCS) and OCB directed 
towards customers (OCBC). Results pertaining to this hypothesis are summarized as 
Table 11. As shown in this table, perceived customer support_2 (PCS_2) was a 
significant predictor of organization based self-esteem (OBSE) (β=0.42, p<0.001); 
perceived customer support_2 (PCS_2) was a significant predictor of OCB directed 
towards customers (OCBC) (β=0.43, p<0.001); and organization based self-esteem 
(OBSE) was a significant predictor of OCB directed towards customers (OCBC) (β
=0.48, p<0.001). Moreover, the effect of perceived customer support_2 (PCS_2) on 
OCB directed towards customers (OCBC) was lower in model 3 (β=0.23, p<0.01) 
than in model 2 (β=0.43, p<0.001), indicating partial mediation. Hypothesis 8 was 
supported. 
-------------------------------------------- 
Insert Table 11 about here 
-------------------------------------------- 
In summary, two of four mediation hypotheses (H7 and H8) were supported. 
4.3.3 Moderation Analysis 
As suggested by Baron and Kenny (1986), hypotheses concerning moderation 
are supported if the interaction term is significant and the form of the interaction is 
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consistent with what has been theorized. To test for moderation, I entered control 
variables, independent variables, mediator and moderator (language, hotel, sex, tenure, 
perceived organizational support (POS), perceived supervisory support (PSS), 
perceived coworker support (PWS), perceived customer support (PCS_1, PCS_2), 
organization based self-esteem (OBSE) and reciprocation wariness (REWA) in model 
1, followed by the interaction of organization based self-esteem (OBSE) and 
reciprocation wariness (REWA) in model 2. The results of the moderated regression 
analyses are shown in Table 12. 
-------------------------------------------- 
Insert Table 12 about here 
-------------------------------------------- 
Hypothesis 9 stated that reciprocation wariness (REWA) would moderate the 
relationship between organization based self-esteem (OBSE) and OCB directed 
towards organization (OCBO). However, the interaction term (OBSE×REWA) was 
not significant (β=0.67, not significant). As such, hypothesis 9 was not supported. 
Hypothesis 10 stated that reciprocation wariness (REWA) would moderate the 
relationship between perceived organization based self-esteem (OBSE) and OCB 
directed towards supervisor (OCBS). As shown in Table 12, the OBSE×REWA 
interaction term was indeed significant (β=0.91, p<0.05). 
Figure 2 illustrates the interaction from Table 12 by showing the slopes of 
regression lines linking organization-based self-esteem (OBSE) and OCB directed 
towards organization (OCBS) under conditions of high reciprocation wariness 
(REWA) and low reciprocation wariness (REWA). High and low scores were defined 
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as values one standard deviation above and below sample means, respectively. 
Results of simple slopes analysis reveal that the relationship between OBSE and 
OCBS was stronger under conditions of high wariness (β= 0.584, p<0.05) than under 
conditions of low wariness (β=0.223, p<0.05). Taken together, these findings reveal 
strong support for H10. 
-------------------------------------------- 
Insert Figure 2 about here 
-------------------------------------------- 
Hypothesis 11 stated that reciprocation wariness (REWA) would moderate the 
relationship between perceived organization based self-esteem (OBSE) and OCB 
directed towards coworkers (OCBW). As shown in Table 12, the interaction (OBSE
×REWA) term was not a significant predictor in the regression equation (β=0.48, 
not significant). Thus, Hypothesis 11 was not supported. 
Finally, Hypothesis 12 stated that reciprocation wariness (REWA) would 
moderate the relationship between perceived organization based self-esteem (OBSE) 
and OCB directed towards customer (OCBC). As shown in Table 12, the OBSE×
REWA interaction term was indeed significant (β=1.04, p<0.05). 
The results of interaction plots (Figure 3) and simple slopes analysis provide 
further evidence concerning hypothesis 12. For these analyses, high and low scores 
were defined as values one standard deviation above and below sample means, 
respectively. As hypothesized, the relationship between OBSE and OCBO was 
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stronger for those high in wariness (β=0.586, p<0.01) than that for those low in 
wariness (β=0.224, p<0.01). Taken together, there is strong support for H12. 
-------------------------------------------- 
Insert Figure3 about here 
-------------------------------------------- 
In summary, two of four moderations (H10 and H12) on the relationship of 
OBSE to OCB were supported. 
4.3.4 Summary of Statistical Analysis of Multiple Regression 
Hypothesis tests findings are summarized in Table 13. Overall, evidence was 
found to support seven of the twelve hypotheses. Three of four main-effect 
hypotheses were supported, which provides strong support for the multi-focal 
perspective on the relationship between support and OCB. Two of four mediation 
hypotheses were supported, suggesting that OBSE provides some mediation between 
multi-focal support and OCB. Finally, two of four moderation hypotheses were 
supported—reciprocation wariness moderated the relationships of OBSE with OCB 
towards supervisors and OCB towards customers. 
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5 DISCUSSION 
5.1 SUMMARY OF FINDINGS 
The result of data analysis supported three out of four main effects. The 
multi-focal model of perceived support and OCB was largely supported by research 
results, though not for organization-focused support and behavior. Indeed, it is 
encouraging to note that, setting aside organization-directed hypotheses (those 
pertaining to POS and OCBO), seven of the nine remaining hypotheses were 
supported. 
Beyond main-effects, the results reveal considerable support for the role of 
OBSE as a mediator between perceived support and OCB, as well as for the role of 
reciprocation wariness as a moderator of OBSE effects on OCB. While not 
hypothesized, I found that perceived customer support was a significant predictor of 
all forms of OCB. The results of supplementary mediation tests further showed that 
OBSE was always the strongest predictor of each form of OCB. 
Taken together, the findings show that perceived support generally does predict 
OBSE, which in turn predicted OCB to all targets, and reciprocation wariness 
moderates OBSE effects. In the sections below I discuss the implications of these 
findings for research as well as practice. 
5.2 SURPRISES? NO FINDINGS FOR POS;  
MAJOR FINDINGS FOR PCS 
The research findings provided evidence that employees form social exchange 
relationships with multiple partners in their workplaces. Indeed, customer service 
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employees appear to reciprocate perceived support from supervisors, coworkers and 
customers. However, the hypothesis concerning the most well established in the 
literature—that perceived organizational support (POS) is associated with 
organization-directed organizational citizenship behavior–was not supported.  
While the lack of support for POS as a predictor of OCB was surprising, there 
may be good reason for this finding. Although POS has been repeatedly examined as 
an important antecedent of OCB (e.g., Moorman et al., 1998; Settoon et al., 1996; 
Wayne et al., 1997), multi-focal analyses have rarely been conducted. Lavelle et al. 
(2007) indicated “scales often employed by researchers with intent to assess 
citizenship behavior directed towards specific beneficiaries actually contain items 
reflecting a mix of potential recipients.” After controlling for support from other 
sources and considered exchange relationships respectively, the effect of POS on 
OCBO was no longer significant. 
One explanation for this finding may be that, relative to social exchange with 
specific individuals (e.g., supervisor and coworker), the relationship with the 
organization is more general. Support from the organization might not be as concrete 
as that from supervisors and coworkers, which might make it less easy to identify the 
source and then reciprocate to the beneficiary. 
In contrast with the unsupported hypotheses concerning perceived 
organizational support, perceived customer support 2 was consistently shown to be 
one of the most important predictors of organizational citizenship behavior 
irrespective of which beneficiary was being considered (β=0.27 for OCBO, p<0.001; 
β=0.33 for OCBS, p<0.001; β=0.31 for OCBW, p<0.001; β=0.38 for OCBC, 
p<0.001). While this finding appears to contradict the exchange-based model we are 
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testing, this not likely the case for several reasons. First, our theoretical model, 
focused on the exchange relationship with specific partners, did not preclude the 
possibility of additional exchange dynamics. Second, the nature of social exchange 
with customers is different from the other relationships being examined. As 
mentioned earlier, customers are outside of the primary network of employees, and 
they provide support to employees in different ways. Employees can clearly 
distinguish support from customer from other sources in workplace while perceived 
support from the organization can be easily confused with perceived support from 
coworkers (PWS) and supervisors (PSS). Different from the specific social exchange 
relationships that employees have with coworkers (PWS) and supervisors (PSS), 
employees might not interact repeatedly with specific customers. When employees 
perceive support from “generalized customers”, they might form a generalized 
exchange relationship with “a group of customers”, and in the mean time, the 
perception of being recognized by customers would increase employee 
self-acceptance, which contributes to OCB towards parties other than customers. Thus, 
it is not surprising that we find (see Tables 8, 9, and 10) that relationships of 
perceived customer support 2 with OCBO, OCBS and OCBW are mediated by OBSE. 
Especially, the relationship of perceived customer support 2 with OCBO is fully 
mediated by OBSE. The result also reminded us of Question 1 in focus group 
discussion. Some participants said “customer support” came to their mind in the first 
place when they thought about support.  
In short, the findings highlight the importance of considering sources of support 
other than the organization (OCBO), and bring into focus the pivotal of support from 
customers as a predictor of employee citizenship behavior. 
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5.3 OBSE AS MEDIATOR 
The research findings provided support for the role of organization-based 
self-esteem as a mediator in two social exchange relationships: with coworkers (H7) 
and with customers (H8). H5 (OBSE’s mediating effect on POS-OCBO) was not 
supported because the main effect (H1) was not significant. H6 (OBSE’s mediating 
effect on PSS-OCBS) was not supported because PSS was not associated with OBSE. 
It is quite surprising that among perceived support from 4 sources, only PSS is not 
related to OBSE. The possible reason might be POS and PSS are closely correlated. 
When I entered both POS and PSS, PSS shows no effect on OBSE. 
Beyond hypothesis testing, the findings of additional analyses suggest a broader 
role for OBSE as a mediating variable. Take the effect of PCS_2 to OCBO as an 
example. Perceived customer support (PCS_2) is significantly related to OCBO (β 
=0.27, p<0.001). After entering OBSE, the regression is not significant (β =0.12, ns). 
The ∆ 2R  value is 0.11, p<0.001, which means the inclusion of OBSE into model 3 
resulted in an additional 11% of the variance in OCBO being explained. As a result, 
OBSE either fully or partially mediates the effects of PCS on OCB to all targets. 
We should also note that two main effects are partially mediated by OBSE. 
Self-acceptance or self-esteem is just one function of social support (Albrecht et al., 
1984; Hobfoll et al., 1988), and future research is needed to explore other functions of 
perceived support, uncertainty deduction or social integration. 
 53
5   Discussion 
5.4 WARY INDIVIDUALS: STINGY OR CAUTIOUS? 
Most literature on reciprocation wariness presents high-wary people as being 
less likely to be influenced by positive treatment from the organization (Cotterell et al., 
1992; Kamdar et al., 2006). Fear of exploitation, on one hand, could be expressed by 
less involvement in “giving” or “reciprocating”. On the other hand, however, wary 
individuals also express a general hesitance to “accept” help (Eisenberger et al., 1987). 
Drawn from Figures 2 and 3, high-wary individuals generally perform fewer OCBs 
than low-wary individuals do. Low-wary individuals might be more likely to perform 
OCBs since they have more positive attitudes towards exchange relationships and 
have higher expectations of benefiting from them. In contrast, high-wary individuals 
have lower expectations and are very cautious of exchange relationships. How much 
they give depends on both how much they receive and how they perceived themselves. 
When they accept help, high-wary individuals might return somewhat greater 
resources than did the low-wary subjects, presumably wishing to compensate those 
donors who did not appear to be trying to ensnare them in unwanted obligations 
(Eisenberger et al., 1987). Sample items such as "how many favors you do for 
someone should depend on how many favors they do for you", "People who act nicely 
towards others are of then just trying to get something", "you should give help only 
when it benefits you", and "you should only help someone if that person will help you 
in the future" emphasize the relationship between “accept” and “give.” 
In sum, high-wary individuals are not stingy but cautious about exchange, 
which is consistent with the finding that low–wary individuals give more in general, 
and that how much high-wary individuals give depends on how much they receive 
and how they perceive themselves. The findings are not consistent with some studies 
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in which wary individuals are stingy (Kamdar et al., 2006). However, differences in 
the findings reported may reflect the unique qualities of the two samples. That is, the 
mean reported in Kamdar et al.’s (2006) study was high (Mean=4.59, S.D=1.14), and 
the mean reported in this study was considerably lower (Mean=2.66, S.D=1.19). The 
high-wary individual in our sample are low-wary individuals in their sample. In that 
sense, moderately wary individuals might be cautious to social exchange, while 
highly wary individuals would hold a negative attitude to social exchange. 
5.5 CONTRIBUTIONS AND MANAGERIAL 
IMPLICATIONS 
By adopting a multi-focal perspective, this dissertation extends our 
understanding of the antecedents of OCB. By including customer as part of the model, 
both as a source of support and as a target of citizenship behavior, this study broadens 
the scope of the different social exchange relationships being studied. This 
dissertation also provided new perspective on mechanisms of support. Research 
findings show that organization-based self-esteem partially mediates the relationship 
of perceived support with OCBs. Recognizing individual differences in attitudes 
towards social exchange, this dissertation documented the moderating effects of 
reciprocation wariness on the relationship between OBSE and OCB. 
Organizational citizenship behavior is not only a hot area of organizational 
behavior research, but also a main organizational outcome of concern to managers at 
different levels. By adopting a multi-focal perspective, first, this dissertation provided 
a broader picture of OCB, which could help managers to identify OCB by targets. 
Second, this dissertation discussed antecedents of OCB with multiple perspectives, 
 55
5   Discussion 
which could provide insights on how to increase OCB. The main effect suggested that 
support influences OCB. Managers can increase OCB by creating a supportive 
environment. With a multi-focal perspective, managers could form the linkage 
between employee perceptions and their behaviors. For example, help to build a 
particular exchange relationship among coworkers to increase OCB directed towards 
coworkers. Managers could also provide opportunities for employees perceive more 
support from different sources. For example, asking customer to rate employees and 
pass on compliment to employees. 
The pivotal role of perceived customer support reminds managers of the role of 
customers in service economy. Although customers are always important in the 
service industry, they are most often considered receivers of service delivery. From 
this study we see that support from customers predicts OCB of all types. 
Organizations might encourage social exchange relationships between employees and 
customers to increase employee OBSE which, in turn, increases OCB. Perhaps most 
importantly, organizations should also defend and protect employees when they 
encounter un-supportive and/or abusive customers, which is destructive to OBSE as 
well as OCB. 
The perspective adopted on the moderating role of reciprocation wariness could 
have implications for employee selection: whether you like low-wary employees who 
has high expectations for exchange relationships or high-wary employees who are 
cautious about exchange relationships. The former might contribute more to the 
company, while the latter might return exactly what they receive. While restricted to 
the study of contact employees in the service industry, the insights of this study could 
also be extend to other industries, in which employees could form exchange 
 56
5   Discussion 
relationship with parties outside their primary social networks, such as education 
institutions, hospitals and so on. 
5.6 LIMITATIONS AND FUTURE RESEARCH 
DIRECTIONS 
Beyond the theoretical and managerial implications of this research, which can 
be built upon, the limitations of this research also suggest directions for future 
research. First, while the focus of this research was on testing social exchange 
dynamics within each of the four relationships, additional relationships merit 
investigation. As shown in the results, perceived customer support was significantly 
related to OCB towards all targets. However, customers have not drawn much 
attention among support and OCB researchers. Further research could be done to 
explore the role of customer as support sources as well as beneficiaries or targets of 
OCBs. 
Second, the data in this study were collected from the same source, which 
entails the possibility of common method effecgts. Common method variance may 
indeed have artificially inflated the observed correlations between variables. I did 
collect data from peers but the data did not work for analysis. One possible reason 
might be that in hotels, some OCBs (e.g., OCBs to Supervisor, or to Customers) are 
not observable to peers. Although I took some steps to remedy the effects of common 
method bias, and the confirmatory factor analysis results provide support for the 
discriminant validity of the measures, further attention to this matter would be 
beneficial. For instance, while peer ratings may be problematic, it may be beneficial 
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to incorporate a time gap between when predictor variables are collected and when 
behavioral outcome measures are collected. 
Third, it must be noted that data was collected in two hotels, and these hotels 
were both from a single hotel chain. In order to more firmly establish the 
generalizability of these findings, it will be necessary to broaden the scope of 
organizations examined. Understandably, this will require a substantially larger 
sample. 
Fourth, the framework proposed here represents only a beginning, and the 
potential for further theoretical development is great. As noted above, while this study 
has been focused on main-effect relationships within the multi-focal tradition, 
cross-focal effects must be considered. For instance, does support from different 
sources interact to predict OBSE, and are there conditions under which support from a 
single source might predict citizenship towards all targets? Furthermore, conceptual 
work is also needed to address mechanisms other than self acceptance by which social 
support has its effects on citizenship behavior (e.g., uncertainty reduction and social 
integration). Careful attention to these mechanisms may highlight additional 
mediating variables. 
5.7 CONCLUSION 
This dissertation extends the multi-focal perspective on the social exchanges of 
employees in organizations to include customers, and provides an overall test of the 
linkage of perceived support to citizenship behavior within each of four social exchange 
relationships. It highlights the role of organization-based self esteem as psychological 
mechanism that mediates the relationship between perceived support and citizenship 
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behavior. Recognizing individual differences in attitude towards social exchange, the 
moderating effect of reciprocation wariness has been tested. The multi-focal model 
proposed and tested is intended as a framework for continued research on social 
exchange in workplace. 
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 Tables  
TABLES 
Table 1 Measures 
Perceived organizational support (Eisenberger, Cummings, Armeli, and Lynch, 1997) 
1 My organization strongly considers my goals and values.  
2 My organization really cares about my well-being. 
3 My organization shows very little concern for me. (r) * 
4 My organization would forgive an honest mistake on my part.  
5 My organization cares about my opinions.  
6 If given the opportunity, my organization would take advantage of me. (r)* 
7 Help is available from my organization when I have a problem. 
8 My organization is willing to help me when I need a special favor.  
Perceived supervisor support  (Eisenberger, Cummings, Armeli, and Lynch, 1997) 
1 My supervisor strongly considers my goals and values.  
2 My supervisor really cares about my well-being. 
3 My supervisor shows very little concern for me. (r) * 
4 My supervisor would forgive an honest mistake on my part.  
5 My supervisor cares about my opinions.  
6 If given the opportunity, my supervisor would take advantage of me. (r)* 
7 Help is available from my supervisor when I have a problem. 
8 My supervisor is willing to help me when I need a special favor.  
9 My supervisor is willing to support me when customers complain. (new) 
10 My supervisor values my contribution. (new) 
Perceived coworker support  (Eisenberger, Cummings, Armeli, and Lynch, 1997) 
1 My coworkers strongly consider my goals and values.  
2 My coworkers really care about my well-being. 
3 My coworkers show very little concern for me. (r) * 
4 My coworkers would forgive an honest mistake on my part.  
5 My coworkers care about my opinions.  
6 If given the opportunity, my coworkers would take advantage of me. (r) * 
7 Help is available from my coworkers when I have a problem. 
8 My coworkers are willing to help me when I need a special favor.  
9 My coworkers are willing to listen to my difficulties and help me. (new) 
10 My coworkers make me feel at home. (new) 
11 My coworkers call me by my name and smile at me. (new) 
12 My coworkers are willing to share information with me. (new) 
Perceived customer support – 1  (Eisenberger, Cummings, Armeli, and Lynch, 1997) 
1 My customers strongly consider my goals and values.  
2 My customers really care about my well-being. 
3 My customers show very little concern for me. (r) * 
4 My customers would forgive an honest mistake on my part.  
5 My customers care about my opinions.  
6 If given the opportunity, my customers would take advantage of me. (r) * 
7 Help is available from my customers when I have a problem. 
8 My customers are willing to help me when I need a special favor.  
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Table 1 Measures (continued) 
Perceived customer support - 2 
1 My customers remember my name. (new) 
2 My customers bring me gifts to show their thankfulness. (new) 
3 My customers display positive emotions to me. (new) 
4 My customers are considerate and cooperative, which makes it easy for me to serve them. (new) 
5 My customers bring their friends to the hotel. (new) 
6 My customers give me good comments and feedback. (new) 
7 My customers make repeated visits to the hotel. (new) 
8 My customers give me positive criticisms to help me improve. (new) 
9 My customers value my service. (new) 
10 My customers thank me verbally. (new) 
11 My customers respect me, take me seriously. (new) 
Organization based self-esteem (Pierce, Gardner, Cummings, and Dunham,1989) 
1 I can make a difference around here.  
2 I am valuable around here. 
3 I am helpful around here. 
4 I am efficient around here. 
5 I am cooperative around here.  
6 I can make a difference around here.  
7 I am valuable around here. 
8 I am helpful around here. 
9 I am efficient around here. 
10 I am cooperative around here.  
Reciprocation wariness (Eisenberger et al., 1998) 
1 It generally pays to let others do more for you than you do for them  
2 When I help someone, I often find myself thinking about what is in it for me. 
3 The most realistic policy is to take more from others than you give. 
4 In the long run, it is better to accept favors than to do favors for others.  
5 You should give help only when it benefits you. 
6 You should only help someone if that person will help you in the future. 
7 How many favors you do for someone should depend on how many favors they do for you. (r)* 
8 I feel used when people ask favors of me. 
9 You should not bend over backwards to help another person. 
10 People who act nicely towards others are often just trying to get something.  
OCB towards organization (Williams and Anderson, 1991) 
1 My attendance at work is above norm.  
2 I give advance notice when unable to come to work. 
3 I take undeserved work break. (r)* 
4 I spend a great deal of time on personal phone conversations. (r)* 
5 I complain about insignificant things at work. (r)* 
6 I conserve and protect organizational property. 
7 I adhere to informal rules devised to maintain order. 
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Table 1 Measures (continued) 
OCB towards supervisor  (Williams and Anderson, 1991) 
1 I help supervisor who has been absent.  
2 I help supervisor who has heavy work loads.  
3 I assist supervisor with his/her work (when not asked).  
4 I take time to listen to supervisor’ problems and worries.  
5 I go out of way to help new supervisor. * 
6 I take a personal interest in supervisor.  
7 I pass along information to supervisor.  
OCB towards coworkers (Settoon and Mossholder, 2002) 
1 I listen to coworkers when they have to get something off their chest.  
2 I take time to listen to coworkers’ problems and worries.  
3 I take a personal interest in coworkers.  
4 I show concern and courtesy toward coworkers, even under the most trying business situations.  
5 I make an extra effort to understand the problems faced by coworkers.  
6 I go out of the way to make newer employees feel welcome in the work group.  
7 I try to cheer up coworkers who are having a bad day.  
8 I compliment coworkers when they succeed at work.  
9 I take on extra responsibilities in order to help coworkers when things get demanding at work.  
10 I help coworkers with difficult assignments, even when assistance is not directly requested.  
11 I assist coworkers with heavy work loads even though it is not part of job.  
12 I help coworkers who are running behind in their work activities. 
13 I help coworkers with work when they have been absent.  
14 I go out of way to help coworkers with work related-problems.  
OCB towards customers (Bettencourt and Brown, 1997) 
1 I voluntarily assist customers even if it means going beyond job requirements.  
2 I help customers with problems beyond what is expected or required. 
3 I go above and beyond the call of duty when serving customers. 
4 I willingly go out of his/her way to make a customer satisfied. 
5 I go out the way to help a customer. 
6 I take care of customers who need extra service. (new) 
 
Note . *: deleted items 
   (r): reverse items 










Model   
        
       
       
        
         
     
Description df CFI TLI IFI RMSEA Change from model 6 
 df 
1 1-factor 3955 742 0.42 0.36 0.43 0.15 2802*** 59
2 3-factor 3492 739 0.50 0.45 0.51 0.14 2339*** 56 
3 6-factor 2902 726 0.61 0.56 0.61 0.13 1749*** 43 
4 7-factor 2196 718 0.73 0.70 0.74 0.10 1043*** 35
5 8-factor 1547 710 0.85 0.83 0.85 0.08 394*** 27 













ote. N=191. *** p<0.001. CFI= comparative fit index; TLI=Tucker-Lewis Index; IFI= incremental fit index; RMSEA= root-mean-square 
rror of approximation 
odel 1 1-factor All items loading on 1 construct 
odel 2 3-factor all support and OCB constructs combined, reciprocation wariness, OBSE 
odel 3 6-factor Support and OCB for each foci combined, reciprocation wariness, OBSE 
odel 4 7-factor 1 support construct, 4 OCB constructs, reciprocation wariness, OBSE 
odel 5 8-factor 5 Support constructs, 1 OCB construct, reciprocation wariness, OBSE 
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Table 3 Correlation, Reliability and Descriptive Statistics 
                  Variable 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15
1 Language na    
2 Hotel .21   
    
     
     
    
     
      
       
        
         
          
           
            
             
              
na  
3 Sex .16 -.02 na  
4 Tenure -.15 -.02 -.08 na  
5 Perceived organizational support -.07 -.09 .04 .13 .86/.82   
6 Perceived supervisory support -.25 -.13 .01 .12 .65 .87/.75    
7 Perceived coworker support -.14 -.08 .06 .15 .55 .57 .92/.89    
8 Perceived customer support_1 -.20 -.10 -.10 .20 .48 .47 .40  .83/.77    
9 Perceived customer support_2 -.07 .00 -.09 .10 .42 .40 .41 .67 .92/.89    
10 Organization based self-esteem -.14 -.11 -.01 .18 .49 .39 .48 .33 .50 .93/.89   
11 Reciprocation wariness -.20 -.05 -.11 .16 .02 .06 -.03 .24 .09 -.16 .89/.88   
12 OCB to organization .01 -.14 .04 .04 .29 .23 .39 .17 .30 .52 -.33 .81/.81   
13 OCB to supervisor -.10 -.15 -.11 .10 .25 .38 .26 .34 .45 .44 -.08 .51 .90/.85    
14 OCB to coworkers -.04 -.06 -.04 .15 .34 .30 .51 .30 .45 .62 -.28 .69 .67 .95/.92   
15 OCB to customers .02 -.07 -.07 .19 .12 .09 .24 .17 .36 .51 -.29 .56 .58 .76 .90/.79 
 Mean 1.32 1.50 1.56 9.56 4.59 4.71 4.83 4.23 4.98 5.12 2.66 5.55 5.17 5.31 5.36   
               S.D. 0.57 0.50 0.56 10.33 1.01 1.15 0.97 1.03 0.98 0.92 1.19 1.02 1.09 0.94 0.96   
Note.  N=191. Two types of reliabilities (Cronbach’s alpha) are reported in the diagonal : reliability of items / composites  









Table 4 Regression Analysis Results of Main Effects –H1 
 
  OCB to organization 
Independent Variable  step1  step2 step3
Language .04   .06 .07
Hotel   
    







Sex .03 .01 .01
Tenure .05 .01 .00
Perceived organizational support  .28*** .09
Perceived supervisory support -.03 
Perceived coworker support .31*** 
Perceived customer support_1 -.15 
Perceived customer support_2 
∆ 2
.26** 
R     .07*** .11***
2R  .02   
   
.10 .21
F 1.16 4.03*** 5.34***
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Table 5 Regression Analysis Results of Main Effects –H2 
 
  OCB to supervisor 
Independent Variable  step1  step2 step3
Language -.04  .04 .03  
Hotel -.15*  -.12  -.14  
Sex -.09  -.11  -.08  
Tenure .09  .05  
 
.05  
Perceived organizational support -.10 
     
    
    
    
Perceived supervisory support .37*** .29 **
Perceived coworker support -.01
Perceived customer support_1 -.03
Perceived customer support_2 
∆ 2
.40***
R     .12*** .11***
2R  .05   
   
.17 .28
F 2.21 7.50*** 7.85***
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Table 6 Regression Analysis Results of Main Effects –H3 
 
  OCB to coworkers 
Independent Variable  step1  step2 step3
Language -.01  .06  .04  
Hotel -.05  -.03  -.05  
Sex -.03  -.07  -.04  
Tenure .14  .07  .07  
Perceived organizational support    
   
    
    
   
.04
Perceived supervisory support -.05
Perceived coworker support .51*** .41 ***
Perceived customer support_1 -.10
Perceived customer support_2 
∆ 2
.34***
R     .25** .07***
2R  .03   
  
.27 .34
F 1.19 13.90*** 10.52***
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Table 7 Regression Analysis Results of Main Effects –H4 
 
  OCB to customers 
Independent Variable  step1  step2 step3
Language .07  .07  .07  
Hotel -.08  -.10  -.10  
Sex -.07  -.05  -.06  
Tenure .19  .18  .17  
Perceived organizational support     
    
    
-.04
Perceived supervisory support -.10
Perceived coworker support .20
Perceived customer support_1  -.17  -.17  
Perceived customer support_2 
∆ 2
 .46***  .43***  
R     .13*** .02***
2R  .05   
   
.18 .20
F 2.27 6.65*** 5.10***
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Table 8  Regression Analysis Results of Mediating Effects –H5 
 
  OBSE OCB to organization 
Independent Variable model1 model2 model3 
Language -.07  .07 .10  
Hotel -.08  -.14* -.11*  
Sex .00  .01 .01  
Tenure .10  .00 -.04  
Perceived organizational support .27**  .09 -.02  
Perceived supervisory support -.02  -.03 -.02  
Perceived coworker support .22**  .31*** .21*  
Perceived customer support_1 -.20*  -.15 -.06  
Perceived customer support_2 .42***  .26** .08  
Organization based self-esteem 
∆ 2
  .43***  
R     .11***
2R  .41   
    
.21 .32
F 13.98*** 5.34*** 8.41***
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Table 9 Regression Analysis Results of Mediating Effects –H6 
 
  OBSE OCB to supervisor 
Independent Variable model1 model2 model3 
Language -.07  .03  .05  
Hotel -.08  -.14  -.11  
Sex .00  -.08  -.07  
Tenure .10  .05  .02  
Perceived organizational support .27**  -.10 -.18*  
Perceived supervisory support -.02  .29 **  .30** 
Perceived coworker support .22**  -.01  -.07  
Perceived customer support_1 -.20*  -.03  .02  
Perceived customer support_2 .42***  .40***  .28**  
Organization based self-esteem 
∆ 2
  .28***  
R     .05***
2R  .41   
   
.28 .33
F 13.98*** 7.85*** 8.80***
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Table 10 Regression Analysis Results of Mediating Effects –H7 
 
  OBSE OCB to coworkers 
Independent Variable model1 model2 model3 
Language -.07  .04  .07  
Hotel -.08  -.05  -.01  
Sex .00  -.04  -.04  
Tenure .10  .07  .03  
Perceived organizational support .27**  .04 -.09 
Perceived supervisory support -.02  -.05 -.04 
Perceived coworker support .22**  .41 ***  .31***  
Perceived customer support_1 -.20*  -.10  -.01  
Perceived customer support_2 .42***  .34***  .15  
Organization based self-esteem 
∆ 2
  .46***  
R     .13***
2R  .41   
   
.34 .47
F 13.98*** 10.52*** 16.00***
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Table 11 Regression Analysis Results of Mediating Effects –H8 
 
  OBSE OCB to customers 
IV   model1 model2 model3
Language -.07  .07  .10  
Hotel -.08  -.10  -.06  
Sex .00  -.06  -.06  
Tenure .10  .17  .12  
Perceived organizational support .27**  -.04  -.17 
Perceived supervisory support -.02  -.10  -.09 
Perceived coworker support .22**  .20  .09 
Perceived customer support_1 -.20*  -.17  -.07  
Perceived customer support_2 .42***  .43***  .23*  
Organization based self-esteem 
∆ 2
  .48***  
R     .14***
2R  .41   
  
.20 .34
F 13.98*** 5.10*** 9.24***
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Table 12 Regression Analysis Results of Moderating effects  H9-H12 
 
  OCB to organization OCB to supervisor OCB to coworkers OCB to customers 
IV     model1 model2 model1 model2 model1 model2 model1 model2
Language .06  .05  .03  .02  .03  .02  .06  .04  
Hotel -.12  -.12*  -.12  -.13*  -.02  -.02  -.07  -.08  
Sex .00  .02  -.08  -.05  -.05  -.04  -.07  -.04  
Tenure .00  -.01  .03  .02  .06  .05  .16*  .14*  
Perceived organizational support -.02  -.02  -.18  -.18* -.08  -.08  -.17  -.17  
Perceived supervisory support -.03  -.03  .30** .29**  -.04  -.05  -.09  -.10  
Perceived coworker support .19*  .20*  -.08  -.07  .29*** .30*** .07  .09  
Perceived customer support_1 .00  -.01  .05  .04  .05  .04  -.01  -.01  
Perceived customer support_2 .09  .08  .28**  .27**  .16*  .15  .24** .22**  
Organization based self-esteem .35*** .11  .25**  -.08  .39*** .22  .40*** .03  
Reciprocation wariness -.26*** -.91**  -.11  -.98**  -.24*** -.70*  -.26*** -1.26*** 
Organization based self-esteem ×
Reciprocation wariness 
 
          
      
.67   .91*
 
  .48   1.04**
 
∆ 2R          .01 .02* .01 .03**
2R  .38  .39  .34  .36  .52  .52  .40  .43  
F 9.79*** 9.40*** 8.29*** 8.36*** 17.44*** 16.30*** 10.65*** 10.99*** 










Table 13 Summary of findings 
 
  Hypotheses Findings 
H1: POS is positively related to 
OCBO. not supported 
H2: PSS is positively related to 
OCBS. supported 
H3: PWS is positively related to 
OCBW supported 
Main effect 
H4: PCS is positively related to 
OCBC  supported 
H5: OBSE mediates the positive 
relationship between POS and 
OCBO. 
not supported 
H6: OBSE mediates the positive 
relationship between PSS and OCBS. not supported 
H7: OBSE mediates the positive 




H8: OBSE mediates the positive 
relationship between PCS and OCBC.  supported 
H9: Reciprocation wariness 
moderates the positive relationship 
between OBSE and OCBO 
Not supported 
H10: Reciprocation wariness 
moderates the positive relationship 
between OBSE and OCBS 
supported 
H11: Reciprocation wariness 
moderates the positive relationship 
between OBSE and OCBW. 
Not supported 
Moderation  
H12: Reciprocation wariness 
moderates the positive relationship 
between OBSE and OCBC 
Supported 
Note.  POS: perceived organizational support 
  PSS: perceived supervisory support 
  PWS: perceived coworker support 
PCS: perceived customer support 
OBSE: organization-based self esteem 
REWA: reciprocation wariness 
OCBO: OCB to organization 
OCBS: OCB to supervisor 
OCBW: OCB to coworkers 

















Figure 2 Interaction Between Reciprocation Wariness and OBSE  


































Figure 3 Interaction Between Reciprocation Wariness and OBSE  




























































Appendix A: Focus Group Discussion Guide 
 
Focus Group Discussion Guide
Time: 2hours 
Participants: 6-8 employees 
Venue: meeting room of hotel 
A. Opening 
1. Self-introduction by moderator. 
2. Explain the objectives of the focus group 
• Two topics will be discussed: perceived support; inrole and 
extrarole behaviour. 
3. Explain role of the moderator 
• Facilitator of process. 
• Not here to provide answers so one should not pose questions 
to the moderator on the topic. 
4. Specify ground rules 
• No right or wrong answers to questions as opinions are 
requested and each person’s opinion is important. 
• It is essential that everyone participates in the discussion. 
• To ensure a smooth discussion, it is requested that one person 
speaks at any one time.  As far as possible, please try not to 
interrupt while someone else is speaking.  Everyone is 
given an opportunity to raise his/her opinions. 
5. Confidentiality of discussion 
• The session is recorded as the discussion will be used to help 
researchers to understand the two topics in hotel context. 
• Identities of participants will not be revealed to external 
parties and findings will not be used for purposes other than 
those specified. 
• No one will contact participants after the session. 
6. Any further questions from participants?  If not, proceed with an 
opening question. 
7. Opening question to participants 
•  Tell us your name, the department you from, and tell us 
about a memorable experience with your customer during 
the past week 
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B. Perceived support 
Introductory question: Introduce the general topic of the discussion  
Q1: We are here to talk about your perceived support during work. 
When you hear the words of “perceived support” during work, 
what comes to mind? 
Transition questions: Move the conversation toward the key questions 
Q2: Take a few minutes and think about your work, do you 
perceive as support during work? From whom? 
• Possible answer: from co-worker, supervisor, organization, 
customer 
• If participants’ answers are not comprehensive, moderator 
might then offer some cues and ask for more answers. 
 How about customers/organizations? 
Key questions: 
Q3: How would you perceive support from different sources? Can 
you give some examples that you feel being supported?  
• Asked this question respectively 
 From organization 
 From co-worker 
 From supervisor 
 From customer  
• Focus on the question “from customer” 
• “Is there anything else?” Moderator might ask such question 
to probing participants’ answer. 
Q4: Of the above sources, which do you think are the most 
important? Why?. 
C. Inrole and Extrarole behavior 
Introductory question: Introduce the general topic of the discussion  
 We are here to talk about behaviours during work, within and beyond 
normal job duties. What comes to your mind when we talk about normal job 
duties? 
• Normal job duties: required and rewarded by organization  
Transition questions: Move the conversation toward the key questions 
Q5: What’s your first impression about an employee’s behaviour 
beyond normal job duties? 




• Moderator should clarify that we will focus only on the 
‘positive’ behaviour as a favour to others 
Key questions 
 
Q6: Reflect on your work. Give me some examples of the 
behaviour which you think are beyond normal job duties?   
• Behaviours towards different targets will be discussed 
respectively 
 Towards organization 
 Towards co-worker 
 Towards supervisor 
 Towards customer 
• Focus on the question “towards customer” 
• If participants’ answers are not comprehensive, moderator 
might then offer some cues and ask for more answers. 
 How about behaviours as a favour to 
customers/organizations? 
D. Summary 
• Moderator summarize the discussion in 2-3 minutes 
E. Closing 
1. Any other comments / suggestions? 
























Appendix B: Summary of Focus Group Discussion 
 
Q1: We are here to talk about your perceived support during work. 
When you hear the words of “perceived support” during work, what 
comes to mind? 
 In our dept., everybody works together as a family. 
 We help each other, from manager to waiter. My bosses do help us.  
 put all together, work together, help each other 
 easy access to information for internal and external customers;  support 
from our colleagues; 
 Help each other; 
 Support from boss 
 Get support from colleagues and boss, and I do support others in our dept. 
and other dept. 
 Support from customer. 
 Customers support us by bringing their friends to the hotel. 
 From family, colleagues. Loyal customers for about 30 years. 
 
Q2: Take a few minutes and think about your work, do you perceive as 
support during work? From whom? 
 Yes. Everywhere, normally from bosses, who immediately look after the 
dept.; from other dept.; supportive guest 
 Other dept., share information 




Q3: How would you perceive support from different sources? Can you 
give some examples that you feel being supported? 
Supervisor and organization 
 verbal encouragement from immediate supervisor;  take care of 
subordinates personally 
 give advice as Father,  not for the sake of business 
 get help when needed 
 moral support; buy breakfast; birthday party for employee; 
 take care of subordinates specially when subordinate feel not good 
 Accept my suggestions for work.  Take my ideas seriously.  He said I 
can approach him if I have any difficulties. 
 Listen to my problems and my ideas. Help me in urgent situation. Take 
care of me when I am in hospital. 
 Help to deal with some financial difficulties.  We have department 
outing in which the climate make me free to talk to my supervisor. 
 Provide us entertainment after work, such as Chinese movies. Encourage 
us at work. Always say "thank you" to us. 
 Sometimes support us when customers complain. 
 Reward me "Service award", which encourage me and make me more 
confident. Help us in busy time. 




 help to do a job or personal things 
 coworkers from other department, call me by my name, smile to me, 
which make me feel good 
 share information 
 help me with work when I am on leave 
 Work together. Help each other. Listen to my difficulties and help me 
with my financial difficulties. 
 The department held parties for foreign employees . Help me at work, 
when I came to the hotel. 
 Colleagues bring me out shopping and bring us to their home, make me 
feel at home. 
 My colleagues do extra work when I am on leave. I got comfort from my 
colleagues when I felt upset. 
 We always get full support from colleagues from housekeeping since the 
two departments work together. 
 Get comfort from colleagues to cheer me up when I am in bad mood. 
 Help each other in work. 
 Colleagues from my department or other departments give us support in 
busy time. 
Customers 
 Remember my name. Bring me cake. 
 Tips, no matter how much they tip us, reward our service recognized. 
 Customers support us by bringing their friends to the hotel. 
 Make the room nice, easy for us to clean. 
 Bring us chocolate, flower, gifts. 
 Thank me for the service. 
 Repeated visit us. Remember my name. Considerate customer in busy 
time. 
 Talk to me and give me some feedback about the service and food. 
 P1) understanding and considerate customer, come later when the 
restaurant is busy, help us to handle the busy time; 
 understand our situation; remember me when visiting again; 
 give good comments and feedback; positive complains to help us 
improve; 
 tip us, which make us feel good 
 supportive customer, remember me when they come again; remind me 
and look for me (expect you to do more) 
 verbally confirm something (Europeans) , take as business issue; 
 help us with work; 
 consideration customer; call me by my name; 
 filling feedback and comments to help us improve service; customer 
loyalty, come back again 
 
Q4: Of the above sources, which do you think are the most important? 
Why? 
 
 coworkers, and immediate supervisor, people who work with me 
 coworkers 
 coworker cooperation 








Q5: What's your first impression about an employee's behaviour beyond 
normal job duties? 
 Yes, I will provide service for customer who has special requirement or 
need special service. 
 I feel that that will make customers happy and satisfied 
 I will help co-worker with work and personal things when needed 
 We do our job first and then help others. help to do housekeeping. 
 For customers with extra requirements, I will try to help them if i can. 
 For customers who really don't have small changes, help them. 
 I will help if needed and if I can, e.g., when there are delayed flights. 
 Sometimes help customer even when I am outside the hotel. 
 
Q6: Reflect on your work. Give me some examples which you think are 
included in normal job duties? 
Organizations 
 Be proud of this hotel's service and people; Recommend the hotel to 
others outside. 
 Unhappy when others say something bad about the hotel. 
 For the good of the hotel, when others complain working too late, help 
others. 
 For the hotel, something we can do, something can not. I will do more for 
the good of the hotel if I can. 
 Bring friends and families to hotels 
Supervisor 
 Help supervisor with work 
 Help supervisor with other’s complain 
Co-workers 
 Help others with work and personal things, bring them to hospital. 
 Write colleague's name and advice customer to fill comments about 
colleague 
 help co-worker when needed, such as wrapping cakes, guiding customers 
 Just tell me if you need any help. 
 Help other colleagues in my department work 
 Bring colleagues around. Help to organize parties. 
 Talk to colleagues when they are not happy. 
 Help colleagues of other department to carry luggage. 
 Remember colleagues birthday to celebrate for them 
 Buy some gift for colleagues, organize gathering for colleagues. Help 
cashiers in busy time. 
Customers 
 Send customer to airport. 
 Buy chocolate for customer when they ask me where they can buy. We 
see whether we can do for customer. 
 Show them information as much as I can when they ask. 




Perceived supervisor support 
1 My supervisor is willing to support me when 
customers complain. 
2 My supervisor values my contribution.  
Perceived coworker support 
1 My coworkers listen to my difficulties and help me. 
2 My coworkers make me feel at home.  
3 My coworkers call me by my name and smile at me 
4 My coworkers are willing to share information with 
me. 
Perceived customer support 
1 My customers remember my name.  
2 My customers bring me gifts to show their 
thankfulness  
3 My customers display positive emotions to me.  
4 My customers are considerate and cooperative, 
which makes it easy for us to serve them. 
5 My customers bring their friends to the hotel.  
6 My customers give me good comments and 
feedback.  
7 My customers make repeated visits to the hotel.  
8 My customers give me positive criticisms to help 
me improve. 
9 My customers value my service.  
10 My customers thank me verbally. 
11 My customers respect me, take me seriously 
OCB directed towards supervisor
1 Help supervisor with coworkers’ complain.  
OCB directed towards coworkers
1 Remembers to celebrate coworkers’ birthday  
OCB directed towards customer
1 Takes care of customers who need extra service.  
2 Buy gift to customer.  
3 Remembers customers' name and habits 




Appendix C: Questionnaire (English) 
 
 Employee Attitudes and Behaviors Survey 
 
 
Thank you for agreeing to participate in this survey. This study is conducted by NUS 
Business School, National University of Singapore. The purpose is to understand 
employee’s feelings and behaviors in work. The survey contains a number of 
questions and it takes approximately 30 minutes to complete. Please read the 
instructions and questions carefully and answer each question honestly. There is 
no right or wrong answer. Please ensure that you answer all of the questions on 
the survey before you submit it. Please note that data collected in this study is only 







To what extent do you agree that each of the following statement accurately describes 
your relationship with your organization, your supervisor, your coworkers and your 
customers? Respond by circling a number on the scale provided. 





1 My organization strongly considers my goals and values.  1 2 3 4 5 6 7 
2 My organization really cares about my well-being. 1 2 3 4 5 6 7 
3 My organization shows very little concern for me.  1 2 3 4 5 6 7 
4 My organization would forgive an honest mistake on my part.  1 2 3 4 5 6 7 
5 My organization cares about my opinions.  1 2 3 4 5 6 7 
6 If given the opportunity, my organization would take advantage of me.  1 2 3 4 5 6 7 
7 Help is available from my organization when I have a problem. 1 2 3 4 5 6 7 
8 My organization is willing to help me when I need a special favor.  1 2 3 4 5 6 7 
My Supervisor        
9 My supervisor strongly considers my goals and values.  1 2 3 4 5 6 7 
10 My supervisor really cares about my well-being. 1 2 3 4 5 6 7 
11 My supervisor shows very little concern for me.   1 2 3 4 5 6 7 
12 My supervisor would forgive an honest mistake on my part.  1 2 3 4 5 6 7 
13 My supervisor cares about my opinions.  1 2 3 4 5 6 7 
14 If given the opportunity, my supervisor would take advantage of me.  1 2 3 4 5 6 7 
15 Help is available from my supervisor when I have a problem. 1 2 3 4 5 6 7 
16 My supervisor is willing to help me when I need a special favor.  1 2 3 4 5 6 7 
17 My supervisor is willing to support me when customers complain. 1 2 3 4 5 6 7 
18 My supervisor values my contribution.  1 2 3 4 5 6 7 
My Coworkers        
19 My coworkers strongly consider my goals and values.  1 2 3 4 5 6 7 
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20 My coworkers really care about my well-being. 1 2 3 4 5 6 7 
21 My coworkers show very little concern for me.  1 2 3 4 5 6 7 
22 My coworkers would forgive an honest mistake on my part.  1 2 3 4 5 6 7 
23 My coworkers care about my opinions.  1 2 3 4 5 6 7 
24 If given the opportunity, my coworkers would take advantage of me.  1 2 3 4 5 6 7 
25 Help is available from my coworkers when I have a problem. 1 2 3 4 5 6 7 
26 My coworkers are willing to help me when I need a special favor.  1 2 3 4 5 6 7 
27 My coworkers are willing to listen to my difficulties and help me.  1 2 3 4 5 6 7 
28 My coworkers make me feel at home.  1 2 3 4 5 6 7 
29 My coworkers call me by my name and smile at me.  1 2 3 4 5 6 7 
30 My coworkers are willing to share information with me.   1 2 3 4 5 6 7 
My Customers        
31 My customers strongly consider my goals and values.  1 2 3 4 5 6 7 
32 My customers really care about my well-being. 1 2 3 4 5 6 7 
33 My customers show very little concern for me.  1 2 3 4 5 6 7 
34 My customers would forgive an honest mistake on my part.  1 2 3 4 5 6 7 
35 My customers care about my opinions.  1 2 3 4 5 6 7 
36 If given the opportunity, my customers would take advantage of me.   1 2 3 4 5 6 7 
37 Help is available from my customers when I have a problem. 1 2 3 4 5 6 7 
38 My customers are willing to help me when I need a special favor.  1 2 3 4 5 6 7 
39 My customers remember my name.  1 2 3 4 5 6 7 
40 My customers bring me gifts to show their thankfulness.  1 2 3 4 5 6 7 
41 My customers display positive emotions to me.   1 2 3 4 5 6 7 
42 My customers are considerate and cooperative, which makes it easy for me to serve them.  1 2 3 4 5 6 7 
43 My customers bring their friends to the hotel.   1 2 3 4 5 6 7 
44 My customers give me good comments and feedback.  1 2 3 4 5 6 7 
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45 My customers make repeated visits to the hotel. (new) 1 2 3 4 5 6 7 
46 My customers give me positive criticisms to help me improve.   1 2 3 4 5 6 7 
47 My customers value my service.  1 2 3 4 5 6 7 
48 My customers thank me verbally.  1 2 3 4 5 6 7 




To what extent do you agree that each of the following statement accurately describes 
you in the workplace? Please indicate the degree to which you personally agree or 
disagree with the statements using the scale provided. 
Strongly 
Disagree 
  Neutral   Strongly 
Agree  
1 2 3 4 5 6 7 
 
  50 I count around here.    55 I can make a difference around here.  
 51 I am taken seriously around here.  56 I am valuable around here. 
 52 I am important around here.   57 I am helpful around here. 
 53 I am trusted around here.    58 I am efficient around here. 
 54 There is faith in me around here.  59 I am cooperative around here.  
 
SECTION C 
Below is a list of behaviors. Please indicate the frequency with which you personally 
engage in these behaviors by circling your responses in the scale provided.  
  Never  Always 
60 My attendance at work is above norm.  1 2 3 4 5 6 7 
61 I give advance notice when unable to come to work. 1 2 3 4 5 6 7 
62 I take undeserved work break.  1 2 3 4 5 6 7 
63 I spend a great deal of time on personal phone conversations.  1 2 3 4 5 6 7 
64 I complain about insignificant things at work.  1 2 3 4 5 6 7 
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  Never  Always 
65 I conserve and protect organizational property. 1 2 3 4 5 6 7 
66 I adhere to informal rules devised to maintain order. 1 2 3 4 5 6 7 
67 I help supervisor who has been absent.  1 2 3 4 5 6 7 
68 I help supervisor who has heavy work loads.  1 2 3 4 5 6 7 
69 I assist supervisor with his/her work (when not asked).  1 2 3 4 5 6 7 
70 I take time to listen to supervisor’ problems and worries.  1 2 3 4 5 6 7 
71 I go out of way to help new supervisor.  1 2 3 4 5 6 7 
72 I take a personal interest in supervisor.  1 2 3 4 5 6 7 
73 I pass along information to supervisor.  1 2 3 4 5 6 7 
74 I listen to coworkers when they have to get something off their chest.  1 2 3 4 5 6 7 
75 I take time to listen to coworkers’ problems and worries.  1 2 3 4 5 6 7 
76 I take a personal interest in coworkers.  1 2 3 4 5 6 7 
77 I show concern and courtesy toward coworkers, even under the most trying business situations.  1 2 3 4 5 6 7 
78 I make an extra effort to understand the problems faced by coworkers.  1 2 3 4 5 6 7 
79 I go out of the way to make newer employees feel welcome in the work group.  1 2 3 4 5 6 7 
80 I try to cheer up coworkers who are having a bad day.  1 2 3 4 5 6 7 
81 I compliment coworkers when they succeed at work. 1 2 3 4 5 6 7 
82 I take on extra responsibilities in order to help coworkers when things get demanding at work.  1 2 3 4 5 6 7 
83 I help coworkers with difficult assignments, even when assistance is not directly requested.  1 2 3 4 5 6 7 
84 I assist coworkers with heavy work loads even though it is not part of job.  1 2 3 4 5 6 7 
85 I help coworkers who are running behind in their work activities. 1 2 3 4 5 6 7 
86 I help coworkers with work when they have been absent.  1 2 3 4 5 6 7 
87 I go out of way to help coworkers with work related-problems.  1 2 3 4 5 6 7 
88 I voluntarily assist customers even if it means going beyond job requirements.  1 2 3 4 5 6 7 
89 I help customers with problems beyond what is expected or required. 1 2 3 4 5 6 7 
90 I go above and beyond the call of duty when serving customers. 1 2 3 4 5 6 7 
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  Never  Always 
91 I willingly go out of his/her way to make a customer satisfied. 1 2 3 4 5 6 7 
92 I go out the way to help a customer. 1 2 3 4 5 6 7 
93 I take care of customers who need extra service.  1 2 3 4 5 6 7 
 
SECTION D 
To what extent does each of the following statement accurately describe you? Please 
indicate the degree to which you personally agree or disagree with the statements by 
circling your responses in the scale provided. 
  Strongly Disagree  
Strongly 
Agree 
99 It generally pays to let others do more for you than you do for them  1 2 3 4 5 6 7 
100 When I help someone, I often find myself thinking about what is in it for me. 1 2 3 4 5 6 7 
101 The most realistic policy is to take more from others than you give. 1 2 3 4 5 6 7 
102 In the long run, it is better to accept favors than to do favors for others.  1 2 3 4 5 6 7 
103 You should give help only when it benefits you. 1 2 3 4 5 6 7 
104 You should only help someone if that person will help you in the future. 1 2 3 4 5 6 7 
105 How many favors you do for someone should depend on how may favors they do for you. 1 2 3 4 5 6 7 
106 I feel used when people ask favors of me. 1 2 3 4 5 6 7 
107 You should not bend over backwards to help another person. 1 2 3 4 5 6 7 
108 People who act nicely towards others are often just trying to get something.  1 2 3 4 5 6 7 
 
SECTION E 
1. What is your age group?   
   Below 21 years  22-30 years  30-40 years  
    40-50 years   Above 50 years   
Sex:  Male  Female 
Department: 
 Front Office    Sales & Marketing   
  House Keeping  Food & Beverage  Others(please specify): 
_________ 
Designation:________           
2. How many years have you worked on this designation? (please fill) ____________ 
3. How many years have you worked in this hotel? (please fill) _________ 
4. What is your educational qualification? 
 Primary School  Secondary School  
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 Junior College Diploma 
   Bachelors’ Degree Masters’ Degree and above  
 Others (please specify): ______________ 
5. Do you have any comments on this survey (open question)? 
                                                           
                                                           
                                                           
                                                           
Thank you very much for your cooperation. At the end of the questionnaire, please kindly 
provide your name and a phone number that researchers can contact you with to confirm 
some information. Please be assured that although we request for a phone number contact, 
data collected in this study is only reported in the aggregate for research purpose. Your 
personal information is extremely confident. 


































1 2 3 4 5 6 7 
2 我工作的酒店真正地关心我的福利。 1 2 3 4 5 6 7 
3 我工作的酒店几乎不表示对我的关心。 1 2 3 4 5 6 7 
4 我工作的酒店会原谅我的非欺骗性的错误。 1 2 3 4 5 6 7 
5 我工作的酒店在意我的看法。  1 2 3 4 5 6 7 
6 如果有机会，我工作的酒店会利用我。 1 2 3 4 5 6 7 
7 当我遇到问题的时候，可以获得来自酒店的
帮助。 
1 2 3 4 5 6 7 
8 当我需要特别的帮助时，我工作的酒店会乐
意帮我。  
1 2 3 4 5 6 7 
我的主管 
9 我的主管非常认真考虑我的目标和价值。  1 2 3 4 5 6 7 
10 我的主管真正地关心我的福利。 1 2 3 4 5 6 7 
11 我的主管几乎不表示对我的关心。 1 2 3 4 5 6 7 
12 我的主管会原谅我的非欺骗性的错误。  1 2 3 4 5 6 7 
13 我的主管在意我的看法。  1 2 3 4 5 6 7 
14 如果有机会，我的主管会利用我。 1 2 3 4 5 6 7 
15 当我遇到问题的时候，可以获得来自主管的
帮助。 
1 2 3 4 5 6 7 
16 当我需要特别的帮助时，我的主管会乐意帮
我。  
1 2 3 4 5 6 7 
17 当有顾客投诉时，我的主管会乐意支持我。 1 2 3 4 5 6 7 
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18 我的主管高度评价我的贡献。  1 2 3 4 5 6 7 
我的同事 
19 我的同事们非常认真考虑我的目标和价值。 1 2 3 4 5 6 7 
20 我的同事们真正地关心我的福利。 1 2 3 4 5 6 7 
21 我的同事们几乎不表示对我的关心。 1 2 3 4 5 6 7 
22 我的同事们会原谅我的非欺骗性的错误。  1 2 3 4 5 6 7 
23 我的同事们在意我的看法。  1 2 3 4 5 6 7 
24 如果有机会，我的同事们会利用我。 1 2 3 4 5 6 7 
25 当我遇到问题时，可以获得来自同事们的帮助。 
1 2 3 4 5 6 7 
26 当我需要特别的帮助时，我的同事们会乐意帮我。  
1 2 3 4 5 6 7 
27 我的同事们乐意倾听我的难处并帮助我。 1 2 3 4 5 6 7 
28 我的同事们让我有家的感觉。 1 2 3 4 5 6 7 
29 我的同事们总是称呼我的名并且对我微笑。 1 2 3 4 5 6 7 
30 我的同事们乐意跟我分享资讯。 1 2 3 4 5 6 7 
我的顾客 
31 我的顾客们非常认真考虑我的目标和价值。 1 2 3 4 5 6 7 
32 我的顾客们真正地关心我的福利。 1 2 3 4 5 6 7 
33 我的顾客们几乎不表示对我的关心。 1 2 3 4 5 6 7 
34 我的顾客们会原谅我的非欺骗性的错误。  1 2 3 4 5 6 7 
35 我的顾客们在意我的看法。  1 2 3 4 5 6 7 
36 如果有机会，我的顾客们会利用我。 1 2 3 4 5 6 7 
37 当我遇到问题时，可以获得来自顾客们的帮助。 
1 2 3 4 5 6 7 
38 当我需要特别的帮助时，我的顾客们会乐意帮我。  
1 2 3 4 5 6 7 
39 我的顾客们记得我的名字。  1 2 3 4 5 6 7 
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40 我的顾客们会送我礼物以表示他们的感谢。 1 2 3 4 5 6 7 
41 我的顾客们会在我面前表露出积极正面的表情。 
1 2 3 4 5 6 7 
42 我的顾客们很体谅人并且十分配合，使得我能更容易地服务他们。 
1 2 3 4 5 6 7 
43 我的顾客们会带他们的朋友光临酒店。 1 2 3 4 5 6 7 
44 我的顾客们会给我正面的评价和反馈。  1 2 3 4 5 6 7 
45 我的顾客们会多次光顾酒店。 1 2 3 4 5 6 7 
46 我的顾客们会给我正面的批评以帮助我改进。  
1 2 3 4 5 6 7 
47 我的顾客们高度评价我的服务。  1 2 3 4 5 6 7 
48 我的顾客们会口头表示他们的感谢。 1 2 3 4 5 6 7 








  中立   强烈 同意  
1 2 3 4 5 6 7 
 
  50 我在工作中占有一席之地。   55 在工作中我能有一定影响。 
 51 在工作中我受到认真对待。  56 在工作中我是有价值的。 
 52 我在工作中举足轻重。   57 
在工作中我是能给予帮助
的。 
 53 在工作中我受到信任。    58 在工作中我是有效率的。 








  从不  总是 
60 我的出席率比一般水平高。  1 2 3 4 5 6 7 
61 我不能来工作时会预先通知。 1 2 3 4 5 6 7 
62 我在工作中会不适当地休息。  1 2 3 4 5 6 7 
63 我花费很多工作时间在私人电话交谈中。  1 2 3 4 5 6 7 
64 我在工作中会抱怨无关紧要的事情。  1 2 3 4 5 6 7 
65 我节约和爱护企业的财物。 1 2 3 4 5 6 7 
66 为了保持秩序我会遵守工作中未明文规定的默契。 1 2 3 4 5 6 7 
67 我会主动帮助缺席的主管。  1 2 3 4 5 6 7 
68 我会主动帮助工作繁忙的主管。  1 2 3 4 5 6 7 
69 我会主动协助主管的工作。  1 2 3 4 5 6 7 
70 我会花时间倾听主管的担忧和困难。  1 2 3 4 5 6 7 
71 我会尽我所能帮助新主管。  1 2 3 4 5 6 7 
72 我会主动关注主管。  1 2 3 4 5 6 7 
73 我会主动向主管汇报信息。  1 2 3 4 5 6 7 
74 当同事们需要发泄内心苦闷时，我愿意倾听。 1 2 3 4 5 6 7 
75 我会花时间倾听同事们的担忧和困难。  1 2 3 4 5 6 7 
76 我会主动关注同事们。 1 2 3 4 5 6 7 
77 即使在最艰苦的工作环境下，我还是表现出对同事们的关心和礼貌。  1 2 3 4 5 6 7 
78 我会付出额外的努力去了解同事们所面临的问题。  1 2 3 4 5 6 7 
79 尽我所能帮助新同事们熟悉环境，使他们感到受工作团队的欢迎。  1 2 3 4 5 6 7 
80 我会试图振奋心情不好的同事们。  1 2 3 4 5 6 7 
81 当同事们工作出色时，我会称赞他们。  1 2 3 4 5 6 7 
82 当工作任务繁重时，我会承担额外的工作来帮助同事们。 1 2 3 4 5 6 7 
83 即使没有被直接要求，我也会主动帮助同事们完 1 2 3 4 5 6 7 
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  从不  总是 
成困难的任务。 
84 即使不是我的份内事，我也会主动协助同事们的繁重工作。 1 2 3 4 5 6 7 
85 我会帮助工作进度比较慢的同事们。 1 2 3 4 5 6 7 
86 我会主动帮助缺席的同事完成工作。 1 2 3 4 5 6 7 
87 尽我所能帮助同事们解决工作相关的问题。  1 2 3 4 5 6 7 
88 我会主动帮助顾客们即使这超出我的工作范围。 1 2 3 4 5 6 7 
89 我会帮助顾客们解决超出预期范围的问题。 1 2 3 4 5 6 7 
90 为顾客们服务时，经常会超出我的工作使命。 1 2 3 4 5 6 7 
91 我会乐意尽我所能使得顾客们满意。 1 2 3 4 5 6 7 
92 我会尽我所能帮助顾客们。 1 2 3 4 5 6 7 











99 一般来说，让别人为我做的比我为别人做的多是有好处的。  1 2 3 4 5 6 7 
100 当我帮助别人时，我发现自己总是考虑我能从中得到什么。 1 2 3 4 5 6 7 
101 最现实的策略是从别人那里索取的多过我给予的。 1 2 3 4 5 6 7 
102 长期看来，接受帮助总比帮助别人要好。  1 2 3 4 5 6 7 
103 只有在对自己有利时才会给予帮助。 1 2 3 4 5 6 7 
104 我只会帮助在将来会帮助我的人。 1 2 3 4 5 6 7 
105 别人帮助我多少，我就应该帮助别人多少。 1 2 3 4 5 6 7 
106 当别人向我寻求帮助时我觉得被利用。 1 2 3 4 5 6 7 
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107 不应该竭尽全力去帮助别人。 1 2 3 4 5 6 7 




1. 性别 ：男     女 
 年龄： 21岁以下  22-30 岁  30-40岁   40-50 岁  50岁
以上 
 工作部门: 
  前台    市场和销售   
  客房   餐饮    其他(请注明): _________ 
 工作职位：               
2. 在该职位上的工作年限：          年 
3. 您在目前的酒店服务年限：         年 
4. 教育水平： 
  小学  中学 
  初院   理工学院或专科 
  大学  硕士或以上  
  其他（请注明）: ______________________ 
5. 您对这个调查有何问题和建议？ 
                                                           
                                                           
                                                           






姓名:   
联络号码:  
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